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E –Banking is spreading rapidly in public and private sector banks of India. They are delivering their 

traditional products as well as designing and developing new products to encourage customer participation in 

e-commerce. However it poses challenges as well as opportunities .The basic purpose of the study is to 

understand banker’s perspective on e-banking and the perception of the employees towards e-banking based 

services and its efficacy. The research is exploratory and analytical in nature. A structured questionnaire was 

developed for collecting information on parameters like challenges in implementation of e-banking, training, 

skill enhancement, and customer satisfaction.  
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1. Introduction 
E-banking is an umbrella term by which a customer can carry out simple and advanced transactions 

electronically without brick-and-mortar model. Term includes using ATMs, telephone transactions and also 
website which does not entail physical presence of the customer in the physical environment of a bank. Though 
e-banking has been in India for over a decade now Internet has brought about unprecedented changes in the 
banking sector. 

There is a significant growth in e- banking and e –banking transactions which signal a huge increase in 
business potential opportunity. Banks need to have a long-term view of customer acquisition goals and expected 
business growth to build a long-term view of the server technology to be adopted. A recent study by the Boston 
Consulting Group (BCG) estimates that e-commerce spending would grow to $60-70 billion in the next three-

four years, from $16-17 billion now. Further Indian digital banking survey conducted by the Boston Consulting 
Group, indicates that usage of Internet Banking and Mobile Banking had gone up, but still remains limited. The 
percentage of customers using internet banking with PSU bank accounts had gone up by 0.14 percentage points 
to 2.64 per cent in 2015, while for Private bank accounts; the corresponding number had gone up by 0.33 

percentage points to 24.21 per cent. For Mobile Banking, the numbers were even fewer as only 0.62 per cent of 
PSU bank account holders used Mobile Banking in 2015 as compared to 0.55 per cent in 2014 while Private 
Banks saw 11.73 per cent of their customers use Mobile Banking, an increase of 2.05 percentage points. 

Though there is enormous opportunity for growth in banking sector due to implementation of e- banking 
technology in India, but again online banking poses natural barriers for banks such as KYC issues and the 
mandatory need to have an account. That ease of banking has not been provided yet and the banks need to be 
more stringent while dealing with money as a commodity. 
 

2. Literature Review 
E- Banking includes entire technology initiative in banking sector. It is a very generic term, which is used for 
delivering banking products and services through electronic media like internet, telephone, mobile phones etc. 
According to a study conducted by Mooker ji (1998), it was observed that internet banking is fast becoming 

popular in India. But it is still in its nascent stage. The study also suggests that there is a huge scope for 
development of sophisticated and highly competitive internet banking market in future. Internet banking is an 
innovative distribution channel.  
 

2.1 Benefits of E- Banking 

Internet Banking reduces waiting time and provides higher spatial lower cost structure as compared to 
traditional branch banking (Mols, 1999). Internet banking not only reduces the operational cost but also 
enhances customer satisfaction and retention. Due to this internet banking has gained popularity among banks 

and consumers who have higher acceptance to new technology (Sathye, 1999, Mols,2000, Polatoglu and Ekin, 
2001, Wisner and Corney, 2001) .Many banks have begun to use the Internet as a supplementary channel for 
delivering traditional products to consumers and businesses. Some banks are also investigating how they might 
expand their current service offerings to include some products designed exclusively for e-commerce (Furst, 
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Lang, and Nolle, 1998 and Egland, Furst, Nolle, and Robertson, 1998). Many banks have established 
transactional web sites where individuals and businesses can perform many basic banking functions such as 
checking balances, transferring funds, or applying for credit cards. Small businesses can apply for loans, initiate 
wire transfers, and take advantage of cash management and payroll services. 

The findings of the study conducted by Jeevan (2000) suggests that internet banking enables bankers to offer 
low cost and high value added financial services ,another study by Hasan (2002) reveals that online home 
banking has emerged as a significant strategy to attract and retain customers by the bankers. In a study 
conducted by Nyangosi etal,(2009) to collect the collect the costumers’ opinion regarding importance of e –

banking in India and Kenya , it was observed that customers in both the countries have developed a positive 
attitude towards the importance and emergence of e- banking. 
 

2.2 Drivers of E- Banking 

Six primary dimensions of e-banking service quality like convenience and accuracy, efficiency, queue 
management, accessibility and customisation, feedback and complaint management influences the delivery of 
internet banking services (Joseph. etal, 1999).According to Mishra(2005),the primary drivers of internet banking 
are improved customer access, offerings of more financial services increased customer loyalty .In a survey 

conducted by online banking association revealed that security is the most important concern of online banking. 
This is an important building block for improving trust between banks and its customers. The study connotes 
that the banks have to invest in technology-infrastructure, in hard-ware as well soft-ware including enhancing 
skills of the employees to offer security in all transactions to customers. In this light it becomes imperative for 

banks to impart training to its employees to enhance skills and, therefore, efficiency in day-to-day operations of 
the bank. 

VS Rama Rao (2010) has posited that training employees for specific tasks assumes importance in the light of 
changing work environment wherein manual work is increasing being either replaced or worse, duplicated 

owing to technology. Training in technology can at least ensure that an employee is able is able to perform his 
task more efficiently. An employee in the bank who is interfacing with the customer, in online work 
environment can acquire refined skills to help him/her to improve job performance. P. Akilandeswari and 
Jayalakshmi (2014) have also asserted training and development are continuous process in improving the calibre 

of employees in their seminal work on effectiveness of training in Indian banks. 
 

2.3 Demographical Views on E-Banking Efficacy 

Vinh Sum Chau, Liqing W.L.C. Ngai, (2010), studied the perceptions, attitudes and behaviour of the youth 
towards internet banking services in Brazil. The authors found that young people (age 16-29) have a more 
positive attitude towards accepting the Internet Banking Services than other user-groups. Though researchers, 
like Daniel (1999), Jayawardhena and Foley (2000), Karjaluoto et al. (2002), Mattila (2001) and Sathye (1999), 
indicated that demographic factors were significant in their acceptance model, they did not explain why the 

demographic factors had an impact on acceptance of Internet banking 

Desai Chaitali Venkateshrao, (2012) revealed that education, gender, income plays an important role in the 
usage of internet banking. Inhibitory factors like trust, gender, education, culture, religion, security, and price 
have minimal effect on customer mind set towards internet banking 

According to Flitto et al.,(1997) the adoption rate of ATM were higher among younger generation and 
Barnett(1998) suggests that younger consumers are more comfortable in using e-baking. The findings of the 
study conducted by Aspden(1997) reveals that males were more likely to adopt e-banking than females. 
Varsha Kuchar, (2012) finding indicates that in India 62 percent of the internet bank adopters are in the age 

group of 21-40years and there exists no significant relationship between age and internet bank acceptance. 
Though gender has been suggested as a factor influencing internet banking acceptance, some studies argue that 
the internet is male dominated (Venkatesh and Morris, 2000). 
 

3. Research Problem 
As can be seen from the foregoing review most studies are focused on users that are external customers who 
avail banking services. The benefits of e-banking are many but at the same time there are challenges which need 
to be studied. This could be pertaining to implementation or operations. It has been established that to be 
successful in services marketing it is important that in banking sector which is in the throes on re-structuring and 

reforms, focus should also be on employees or the internal customers, as these are instrumental in creating and 
delivering banking services.  

Most studies in this area are in the realm of customer perspective and have been conducted in countries where 
the banking industry is highly developed unlike India. A preliminary investigation is undertaken to identify the 

areas in the banking sector which in opinion of employees’ in banking can lead to better service delivery which 
is the super-ordinate goal of the industry in India. 
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The main question is whether the banking employees who are at the forefront of retail banking are ready to 
accept and implement e-banking strategies. The main premise is to investigate the views of employees 
pertaining to the outcomes regarding their job. An attempt is to find out whether there are any differences 
among the employees on account of variables such as age, education and work experience. The obstacles faced 

pertaining to technology such as training provided and work hours are also investigated to find out employee 
perceptions towards work-related issues. The preamble is to find out whether investments in technology lead to 
better outcomes for employees in banking. These have been measured in terms of employees’ opinion towards 
technology through pre-structured items, training programmes conducted, hours spent on computer per day and 

the inter-relation among these variables to identify the road-map for future. 
 

4. Research Methodology 
The study is exploratory and analytical in nature. A structured questionnaire was administered to the white-
collar employees working in different banks, both from public sector as well as private sector. To measure 

efficacy items included in the questionnaire include employees’ beliefs about technology and their opinion on e-
banking implementation. The method of sampling is purposive to ensure that employees engaged in various 
functional domains are covered for this study. The statements related to efficacy of e-banking have been scored 
on a 5-point ordinal rating scale. The technique used includes descriptive statistics and chi-square tests and the 

tool used is SPSS. The premises stated above have been tested using a confidence interval of 95%. The sample 
size for the study is 129; the primary data has been collected from banks located in Delhi and NCR.The study is 
a preliminary investigation; therefore summary statistics have been calculated. The data have been classified 
along demographic dimensions and preliminary hypothesis that have been tested are 
H01- There is no relation between work experience of employees and opinion towards technology in banking 
H02- There is no relation between training programmes and opinion towards technology in banking 
H03- There is no relation between education of employees and opinion towards technology in banking 
H04- There is no relation between age of employees and opinion towards technology in banking 

H05- There is no relation between gender of employees and opinion towards technology in banking 
H06- There is no relation between type of bank (public sector or private sector) and opinion towards technology 
in banking 
 

5. Findings and Discussion 
A brief profile of the respondents is given in Table 1. 
 

Table 1 Profile of Respondents 

Variable  Category  Description 

Type of bank 
Public sector 79 (61.2%) 

Private sector 50 (38.8%) 

Age 
21-30 years 65.1% 

31-40 years 34.9% 

Gender 
Male 65.9% 

Female 34.1% 

Work experience in years 

Less than 5 years 61.2 

6-10 years 31% 

11-15 years 7.8% 

Education 
Graduates 62.8% 

Post Graduates 37.2% 

Training programs attended (in technology use) 
Yes 89.1% 

No 10.9 

Hours of work on computers /day 

3-4 hours 3.1% 

4-6 hours 82.9% 

6-8 hours 17.1% 

 
It can be seen from the table that 

61.2% respondents are from the public sector bank and 38.8% are from private sector bank. 
Majority of the respondents, that is, 65.1 % are in the age group of 21-30 years and are male, that is, 65.9 % 

.61.2% respondents have less than 5 years of experience and 31 % are having 6-10 years of experience and only 
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7.8 %of respondents are having 11-15 years of experience. Majority of the respondents, that is 62.8 % are 

graduates and 82.9 % employees are spending at least 4-6 hours per day working on computers.  
Table 2a and 2b provide a snapshot of age and gender. The calculated Cronbach alpha for 22-item scale is 

0.636 which shows that the data is reliable for an exploratory study. 
 

Table 2a Cross-Tabulation of Age and Gender 

 
Age category 

Total 
21-30 years 31-40 years 

Gender 

Male 

Count 58 27 85 

% within Gender 68.2% 31.8% 100.0% 

% within Age category 69.0% 60.0% 65.9% 

% of Total 45.0% 20.9% 65.9% 

Female 

Count 26 18 44 

% within Gender 59.1% 40.9% 100.0% 

% within Age category 31.0% 40.0% 34.1% 

% of Total 20.2% 14.0% 34.1% 

Total 

Count 84 45 129 

% within Gender 65.1% 34.9% 100.0% 

% within Age category 100.0% 100.0% 100.0% 

% of Total 65.1% 34.9% 100.0% 

 

 

Figure 2b Graphical Display of Age and Gender 

 

The tables 3a, 3b and 3c have collated data related to work experience and the opinion towards the statement 
whether technology reduces repetitive tasks. It can be observed that the calculated Pearson chi-square statistic is 
0.034 which is less than .05. Thus the hypothesis that there is no difference between employees owing to years 
of work experience has been rejected. However the calculated contingency co-efficient is 0.363 which shows 

that the correlation is weak.  
 

Table 3a Cross Tabulation of Experience* Technology Reduces Repetitive Tasks 

Work 

Experience 

It Reduces Repetitive Tasks  

Extremely 
unimportant 

Unimportant 
Neither important nor 

unimportant 
Important 

Extremely 
important 

Total 

Less than 5 
years  
6-10 years 
11-15 years 

 1 3 16 25 34 79 

 0 0 4 24 12 40 

 1 1 2 3 3 10 

Total 2 4 22 52 49 129 
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Table 3b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 19.539a 10 .034 

Likelihood Ratio 18.261 10 .051 

Linear-by-Linear Association .701 1 .402 

N of Valid Cases 129   

a. 12 cells (66.7%) have expected count less than 5. The minimum expected count is .08. 

 
Table 3c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .363 .034 

N of Valid Cases 129  

 
The table 4a,b and c shows that there is difference in the employees belief regarding whether technology helps 

in improving co-ordination in the workon the basis of work experience. But the correlation is weak at 0.354. 
This could be owing to the observation that over 60% employees have less than 5 years of work experience in 

banking. The role of training is an important enabler as far as theoretical foundations pertaining to work 
environment are concerned.  

 
Table 4a Cross Tabulation of Work Experience in Years * IT Aids In Improving Co-Ordination 

Work Experience in 

Years 

IT Aids in Improving Co-Ordination  

Extremely 
unimportant 

Unimportant 
Neither important nor 

unimportant 
Important 

Extremely 
important 

Total 

Less than 5 years 
6-10 years 
11-15 years 

 0 10 16 28 25 79 

 0 2 6 17 15 40 

 1 0 3 3 3 10 

Total 1 12 25 48 43 129 

 
Table 4b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 18.437a 10 .048 

Likelihood Ratio 12.709 10 .240 

Linear-by-Linear Association .267 1 .605 

N of Valid Cases 129   

a. 11 cells (61.1%) have expected count less than 5. The minimum expected count is .08. 

 
Table 4c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .354 .048 

N of Valid Cases 129  

 
The tables 5a, b and c pertain to an important enabler in the rapidly changing work place environment .The 

null hypothesis that training programs play an important role has been rejected as the calculated Pearson chi-
square is 0.037 which is less than 0.05. 
 
Table 5 A-Cross Tabulation of Training Programme * in My Opinion, Technology Assists in Providing Convenience for 

Banks Customers  

Training 

Programs  

In My Opinion, Technology Assists in Providing Convenience for Banks Customers   

Extremely 
Unimportant 

Unimportant 
Neither important nor 

unimportant 
Important 

Extremely 
important 

TOTAL 

Yes 
No 

 2 0 13 49 51 115 

 0 1 0 7 6 14 

Total 2 1 13 56 57 129 
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Table 5b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 10.204a 4 .037 

Likelihood Ratio 8.045 4 .090 

Linear-by-Linear Association .001 1 .974 

N of Valid Cases 129   

a. 5 cells (50.0%) have expected count less than 5. The minimum expected count is .11. 

 
Table 5c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .271 .037 

N of Valid Cases 129  

 
The tables 6a, b and c show that the belief amongst the employees regarding whether training programs aid in 

creating a e-banking culture. The null hypothesis that there is no relation between training in the area of 
technology and e-banking culture is rejected.  

 
Table 6a Cross tabulation of Training Programme * I think that Training Program is Necessary to Develop E-Banking 

Culture Is Important 

Training 

Program 

I Think That Training Program to Develop E-Banking Culture is Important  

Extremely 
Unimportant 

Unimportant 
Neither important nor 

unimportant 
Important 

Extremely 
important 

Total 

Yes 
No 

 1 9 29 50 26 115 

 2 0 5 4 3 14 

Total 3 9 34 54 29 129 

 
Table 6b Chi-Square Tests 

 Value df 
Asymp. Sig. (2-

sided) 

Pearson Chi-Square 11.947a 4 .018 

Likelihood Ratio 8.581 4 .072 

Linear-by-Linear Association 1.780 1 .182 

N of Valid Cases 129   

a. 5 cells (50.0%) have expected count less than 5. The minimum expected count 
is .33. 

 
Table 6c Symmetric Measures 

 ValueApprox. Sig.

Nominal by Nominal Contingency Coefficient .291 .018 

N of Valid Cases 129  

 
The tables 7a, b and c show that the belief amongst the employees regarding whether training programs aid in 

creating trust among the bank customers The null hypothesis that there is no relation between training in the 
area of technology and belief that technology creates trust among customers regarding their privacy is also 
rejected. This could be owing to security issues as far as the customers are concerned. However the correlation 

co-efficient at 0.350 is weak. It can be summarised that though the correlations of training and beliefs about its 
role in creating e-banking culture is weak; it is an important parameter for efficacy. 
 

Table 7a Training Programme * Technology Aids in Creating Trust among Bank Customers about their Privacy 

Training 

program 

Technology Aids in Creating Trust among Bank Customers about their Privacy   

Extremely 
unimportant 

Unimportant 
Neither important nor 

unimportant 
Important 

Extremely 
important 

TOTAL 

Yes 
No 

 0 9 26 51 29 115 

 2 1 1 7 3 14 

Total 2 10 27 58 32 129 
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Table 7b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 18.023a 4 .001 

Likelihood Ratio 10.913 4 .028 

Linear-by-Linear Association 1.250 1 .264 

N of Valid Cases 129   

a. 5 cells (50.0%) have expected count less than 5. The minimum expected count is .22. 

 
Table 7c Symmetric Measures 

 ValueApprox. Sig.

Nominal by Nominal Contingency Coefficient .350 .001 

N of Valid Cases 129  

 
The tables 8a, b and c investigate whether there is any difference between employees owing to education. The 

proposition that there is no relation between education and the belief that technology reduces the cost of banking 

is rejected as the calculated chi-square value is 0.026. This could imply that education is an important 
demographic variable but the weak correlation at 0.259 shows that this could be owing to a larger proportion of 
graduates in the bank.  

 
Table 8a Education * It Reduce Cost of Bank’s Daily Performance 

Education  
It Reduce Cost of Bank’s Daily Performance  

Total 
Unimportant Neither important nor unimportant Important Extremely Important 

 
Graduate 0 12 45 24 81 

Post Graduate 5 7 21 15 48 

Total 5 19 66 39 129 

 
Table 8b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 9.286a 3 .026 

Likelihood Ratio 10.753 3 .013 

Linear-by-Linear Association 1.800 1 .180 

N of Valid Cases 129   

 2 cells (25.0%) have expected count less than 5. The minimum expected count is 1.86 

 
Table 8c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .259 .026 

N of Valid Cases 129  

 
The tables 9a, b and c show that education and the belief in the premise that technology creates trust amongst 

customers is also rejected. 
 

Table 9a Education * Technology Aids in Creating Trust among Bank Customers about their Privacy  

Education 

Technology Aids in Creating Trust Among Bank Customers about their Privacy  

Extremely 
unimportant 

Unimportant 
Neither important nor 
unimportant 

Important 
Extremely 
important 

TOTAL 

 

Graduate 2 2 18 36 23 81 

Post 
Graduate 

0 8 9 22 9 48 

Total 2 10 27 58 32 129 
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Table 9b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 10.339a 4 .035 

Likelihood Ratio 10.899 4 .028 

Linear-by-Linear Association 2.506 1 .113 

N of Valid Cases 129   

a. 3 cells (30.0%) have expected count less than 5. The minimum expected count is .74. 

 
Table 9c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .272 .035 

N of Valid Cases 129  

 
It can be seen from the tables 10a, b and c that the null hypothesis that there is no relation between age and 

opinion towards the statement that learning technology applications enhance employee skills has been rejected. 
This is surprising as the general belief about training is that it should enhance one’s skills and knowledge and 
lead to efficiency in work. This could mean both learning by instruction as well as learning by doing. However, 

the correlation at 0.269 is weak. But is does provide a foundation for further investigation regarding types of 
training and expected learning outcomes to enhance efficiency. 

 
Table 10a Cross Tabulation between Age and in My Opinion Learning Technology Applications Improves My Skills 

Age 

Category 

In My Opinion Technology Improves My Skills  

Total Extremely 
Unimportant 

Unimportant 
Neither important nor 

Unimportant 
Important 

Extremely 
Important 

21-30 years 
31-40 years 

 0 6 14 35 28 83 

 3 3 4 13 22 45 

Total 3 9 18 48 50 128 

 
Table 10b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 9.955a 4 .041 

Likelihood Ratio 10.801 4 .029 

Linear-by-Linear Association .051 1 .821 

N of Valid Cases 128   

a. 3 cells (30.0%) have expected count less than 5. The minimum expected count is 1.05. 

 
Table 10c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .269 .041 

N of Valid Cases 128  

 
It can be seen from the tables 11a,b and c that the type of bank an employee is working with (private sector 

bank or public sector bank) has influence on whether technology leads to saving of time and therefore better 

utilisation of time at workplace. Thus the hypothesis that there is no relation between type of bank (public sector 
or private sector) and opinion towards technology in banking is rejected at 5% significance level.  

 
Table 11a Crosstabulation of type of Bank and the Statement Technology Leads to Considerable Time Saving 

Type of 

Bank 

Technology Leads to Considerable Time Saving  
Total Exttremely 

unimportant 
Unimportant 

Neither important nor 
unimportant 

Important 
Extremely 
important 

Private 
sector 

Public sector 

 0 0 3 18 29 50 

 2 3 10 38 26 79 

Total 2 3 13 56 55 129 
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Table 11b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 10.065a 4 .039 

Likelihood Ratio 11.799 4 .019 

Linear-by-Linear Association 9.486 1 .002 

N of Valid Cases 129   

a. 4 cells (40.0%) have expected count less than 5. The minimum expected count is .78. 

 
Table 11c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .269 .039 

N of Valid Cases 129  

 
It can be seen from the above tables 12a,b and c that the hypothesis that there is no relation between the type 

of bank and the opinion towards e-banking implementation speeds up work has been rejected. The correlation is 

also moderate at 0.337 as this is an exploratory study.  
Table 12 a- Cross tabulation between type of bank and statement that e-banking speeds up implementation 

 

Type of bank 
In My Opinion e-Banking Implementation Speeds up Work 

Total
1 2 3 4 5 

Private Public sector
sector 0 1 6 15 28 50 

 2 7 19 33 18 79 

Total 2 8 25 48 46 129 

 
Table 12b Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 16.498a 4 .002 

Likelihood Ratio 17.472 4 .002 

Linear-by-Linear Association 14.361 1 .000 

N of Valid Cases 129   

a. 4 cells (40.0%) have expected count less than 5. The minimum expected count is .78. 
 

 
Table 12c Symmetric Measures 

 Value Approx. Sig. 

Nominal by Nominal Contingency Coefficient .337 .002 

N of Valid Cases 129  

 

The role of demographic variables such as age and gender was also investigated for the beliefs pertaining to 
technology but all the hypotheses were in the acceptance region. Thus it can be said that age spectrum (21-40 
years) and gender are not significant insofar as role of technology in improving efficacy at work is concerned. 

 

6. Inferences 
6.1 Conclusion 

It can be concluded from the above study that there are many teething issues related to technology 
implementation in the banking sector. The public sector banks have earmarked budgets for employee training 

and development and have set up dedicated training centres but there is a gap between management view and 
employees’ views as elucidated in the discussion. In the era of increased competition it is important for banks to 
have efficient manpower who can keep pace with changing times. Training is an important sub-system in the 
banking organizational system, which has its prime objective of the development of employees at all levels, for 

contributing towards organizational effectiveness. The study has provided an insight about the employee 
expectations from the bank. 
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6.2 Limitations  

The study is exploratory, the data has been collected from employees in Delhi/ NCR and therefore the findings 
cannot be extrapolated to a larger population. More inputs in the form of type of training, hours per year on 
training and its effectiveness need to be collected to lead to employee efficacy and better work outcomes. 
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