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[bookmark: _Toc172411195]1. Introduction 
[bookmark: _Toc172411196]Background Information
Anyone may manage the funds and account transactions via virtual banking. With Internet banking, clients have access to a majority of the services that were previously only accessible at physical branches, such as the ability to deposit funds, make job promotions, and pay bills electronically. Anyone can use a laptop or smartphone application to log into the financial information at almost any financial firm (Alkhaibari et al., 2023). Some of the additional labels for online banking include electronic banking and web-based banking.
Computerized distribution of both new and old goods to clients is what e-banking is all about. Clients, at both personal and managerial levels, have a plethora of options when it comes to e-banking. They can look at their financial records, do corporate affairs, exchange cash, get knowledge, have funding debited and transferred, and much more. Clients no longer have to schedule their entire day amid restricted bank hours and wait in huge lines. Nowadays, accounting is as easy as clicking a button and is accessible 24/7 on electronics like laptops and smartphones. 
Following the rise of e-banking and other technological advancements, traditional financial services have seen a dramatic transformation in the last fifteen years, much to the delight of clients of banks throughout the globe. As companies continue to adopt technological advances, clients are shifting from being indifferent to being satisfied and reaping various advantages. 
The development of COVID-19 provided the catalyst for this expansion in the financial sector. Individuals seldom met or spoke, therefore there has been little opportunity for individuals to take part in transactions involving the transfer of money. Due to the rise of digital activities and an economy without money, this led to a rise in the usage of Internet-based banking. The conventional demand-driven model of finance has been replaced by a supply-driven one as a result of the globalization of technological advances. The goods and services which companies release now are the result of extensive customer-oriented study. 
The financial demands of customers are shifting as a result of the significant changes in cultures throughout the world (Seng and Mahmoud, 2023). The current situation demands institutions to introduce goods and services in response to consumer demand in order to achieve their client acquiring and keeping objectives. 
[bookmark: _Toc172411197]Aim and Objectives
The research study aims to analyse the impact of online banking on customer satisfaction and royalty.
The objectives of the research study are as follows:
· To assess the importance of online banking 
· To evaluate the advantages and disadvantages of online banking
· To analyse the impact of online banking on customer satisfaction and loyalty
[bookmark: _Toc172411198]Research Questions
The research questions that will be addressed in the study:
1. What is the concept of online banking?
2. What is the importance of online banking? 
3. What are the advantages and disadvantages of online banking?
4. How does online banking impact customer satisfaction and loyalty?
[bookmark: _Toc172411199]Significance of the study
Internet banking is a very safe environment because it is the primary function that financial institutions can provide to the client for gaining their royalty. In order to prevent breaches of privacy and secure their clients' private data, lenders often utilize encrypting technologies. The end result is protection against online scams and theft of accounts. It has no unexpected costs when you buy anything online, regardless of how convenient it is. Everything is handled by a financial institution, and the only fee customers can pay is for the comfort of the operation. In addition to the numerous advantages, one of the best things about Internet banking is how easily accessible it is for customers. The days of standing in line at a financial institution are over. Plus, many financial institutions now provide smartphone banking alternatives, which makes transactions and bills even simpler (Nikou and Khiabani, 2020). This further simplifies the process of checking the status of user accounts prior to performing cashless decisions so that anyone won't have to worry about seeming foolish if the amount remaining isn't enough to cover all of the shopping expenses. As expected, the banking industry is increasingly dependent on internet connectivity. Whenever clients choose to do banking online, then they not only get transactions quickly and safely, but they also get insights in actual time.
[bookmark: _Toc172411200]Limitations of the study
Complexity and expense are two major issues while using mixed methods techniques in the current study compared to their simpler single techniques counterparts. Their planning, execution, and analysis need more time, energy, and expertise. Additional practical and moral problems include data management, gaining permission, and guaranteeing reliability and accuracy. Additionally, mixed methods techniques have the potential downside of making people wonder about the study's inherent biases and paradigms. They might combine approaches like realism and interpretive thinking, which have distinct fundamental beliefs, numbers, and aims. Errors in testing, investigator prejudice, or confirmatory bias are a few examples of how these factors could bias information and make analyses inconsistent.



[bookmark: _Toc172411201]2. Literature review
According to Sharma et al., (2020), with the incorporation of innovation, the banking sector has been steadily improving its operations. Financial institutions have adopted a number of methods to facilitate the easy and rapid execution of financial operations in response to the development of modern technology. Financial institutions and suppliers of goods in emerging nations have every right to strive for lightning-fast, top-notch client support in order to satisfy the wildly diverse demands of their clients. Aiming at satisfying consumers effectively so that their needs are met and they achieve complete fulfilment when utilizing an offering is the goal of high-quality service. When considering goods or support, the buyer always has a few certain criteria in hand. Clients evaluate services by comparing them to their preexisting mental models when they utilize them. The evaluation of the service offered is mostly based on this contrast. The consumer makes an effort to align his mental qualities with what he expects from the company providing the service. If the banking online service exceeds the customer's expectations, they will be completely happy. Finding the important factor influencing the quality of service is critical for service companies. Problems with the provided services might be found by the financial institutions or vendors of services. To better meet the needs of their clients, they might strategise and develop ways to enhance the standard of their service. The financial services sector has adopted several intelligent procedures in response to the advent of technology breakthroughs.

Concerning Sewwandini H.T. and Hettige (2023), an easy and accessible alternative to traditional financing has emerged due to the rapid evolution of innovation in the last few decades: digital banking. With the advent of Internet banking, clients now have unparalleled ease and independence in conducting a wide range of financial activities and gaining utilization of financial tools via digital channels. Internet banking is becoming more popular among customers, thus it is important for institutions to understand how this method of communication impacts their clientele. The financial institution's prosperity depends on the happiness of its clients. Satisfied clients increase the likelihood that a client will remain trustworthy, recommend the business to others, and even utilize additional banking services. In order to thrive in the cutthroat banking industry and retain existing customers, banks must understand what factors influence customer happiness when it involves banking via the web. To find out how digital banking affects clients' happiness, this research examines KPIs for product quality as well as user interaction. This research aims to provide useful knowledge into ways financial institutions may improve their computerized banking operations to meet client requirements and increase client satisfaction. It will do so by assessing internet financial services' unique characteristics and challenges. Similarly, excellent service statistics have a substantial impact on clients' happiness with banking on the internet. An important factor in determining the happiness of clients is the rapidity with which a bank processes transactions, the simplicity of its regulations regarding e-banking, its safety mechanisms in place, and the adaptability of its client service representatives. Hence, in order to identify issues and develop strategies to increase client happiness, it is essential to conduct a comprehensive study regarding those customer service components within the framework of online financial services.
San Pablo Colleges (2023), journal stated that perhaps the most used services provided by financial institutions is online banking, which allows customers to access their accounts quickly and reliably. A lot of clients still aren't comfortable with the idea of shopping on the internet, even if it's a safe and easy option. This is why, for the purpose to fix any issues and make the customer service greater in general, it's crucial to find out what makes consumers happy. Therefore, this research aims to find out how satisfied clients and visitors are with electronic banking and what variables influence it. Service excellence, safety, ease of use, and quickness are the four aspects that may influence customers' happiness with online banking. Consumer happiness with internet-based banking is almost directly correlated to its rapidity and simplicity of use. One key component that has allowed institutions to maintain their market position is the pleasure of their customers. Banking via the web has the potential to draw in more customers in this era of lightning-fast technological advances. Having a bank account set up online results in more efficiency, lower operational costs, a faster acceptance, and a large number of transactions.


[bookmark: _Toc172411202]3. Research Design/Methodology
[bookmark: _Toc172411203]Research approach
The investigator uses inductive reasoning to find indications and conclusions in the findings, that subsequently form the basis for new ideas, conceptions, or theories in the context to research topic. In this "bottom-up" approach, the investigator looks at concrete examples before moving on to broader concepts (Kumari et al., 2023). During inductive studies, investigators are free to change their focus and methodology according to the evidence they find. Investigators now have more leeway to investigate events and ideas which would have escaped their notice in the past. 
[bookmark: _Toc172411204]Research methods 
Combining both quantitative and qualitative techniques, as in this study, allows researchers to delve more deeply into an investigation question is a hallmark of the becoming more common mixed-methods approach.
Studying individuals in their immediate surroundings, qualitative research is crucial in many professional and educational domains because it aims to comprehend and evaluate an individual's significance, encounters, and social circumstances while using online banking. An assortment of qualitative approaches are used in this form of investigation to collect and evaluate non-numerical information which includes text, images, and actions (Nasri, 2023). The goal is to get detailed and positioned knowledge about the phenomenon being studied. Conversely, quantitative research makes use of sampling techniques and the distribution of online polls and surveys to gather numerically meaningful data from current and future clients. Among the most distinguishing features of quantitative research is the ability to present findings numerically.
[bookmark: _Toc172411205]Data Collection Methods 
One thing that has never been utilized before is the primary information, which is gathered from actual people's experiences. The information gleaned from original sources is both precise and relevant to the study's goals (Saliya, 2023). Customers who use internet banking to make purchases fill out questionnaires that serve as major data sources.
The term "secondary data" refers to information which has been previously utilized and collected in the current study to address research questions. Administrative information, as well as information from other sources both inside and outside the organization, may be accessed by the investigator. Resources such as pertinent articles and research papers from prior years will provide the secondary data for this study (Habu and Henderson, 2023).

[bookmark: _Toc172411206]4. Ethical Consideration
The ethical considerations that will be followed in the study are as follows:
· Informed consent of participants for participation
· Voluntary involvement 
· Confidentiality 
· Publication of results 
· Potential for harm


[bookmark: _Toc172411207]5. Timescale- Gantt Chart
	Dissertation process 
	Start Date 
	End date 
	Total Time Involved 

	Research proposal 
	23-07-2024
	30-06-2024
	1 week

	Thesis introduction 
	01-07-2024
	07-07-2024
	1 week

	Literature review 
	08-07-2024
	29-07-2024
	3 weeks

	Methodology 
	30-07-2024
	13-08-2024
	2 weeks

	Data Interpretation and Findings 
	14-08-2024
	28-08-2024
	2 weeks 

	Discussion 
	29-08-2024
	05-09-2024
	1 week

	Conclusion and Recommendation
	06-09-2024
	13-09-2024
	1 week
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