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Abstract

The banking business, like many others in the financial services industry, is dealing with a
fast-changing market, economic uncertainty, severe competition, new technologies and
most importantly, demanding clients. Banking is a client-focused service industry and due
to intense competition, customer satisfaction has become the most crucial part of any
banking organization. Banks are more focused on retaining existing clients by providing
high-quality services that result in customer satisfaction. As conventional banking gave
way to modern banking, the notions and factors of client happiness evolved dramatically.
The key highlight of the research would be to deeply research if Indian Banks are meeting
the needs of Millennials. For this, statistical analysis was based on 85 participants who
projected that online banking, service calibre, trust & security were key factors of banking
experience. Consequently, this research paper can be employed by banks with a view to
improve their relationship with their largest customer base- Millennials.



Chapter 1: Introduction
1.1 Aim and rational of the research.

Banks have existed since the creation of the first currency. When empires first began
to expand their territory, functional mechanisms for collecting revenue and taxes, as well as
distributing wealth, were built. Since then, banking systems have seen vast growth with
various highs and lows. Banking systems in Asia are significantly different than the other
banking systems thanks to the continent’s distinctive and diverse geographical, social, and
cultural traits. Asia has a surprising number of illiterate people, but it also has a big pool of
professional and technologically advanced geniuses. In India, about 30-35% of the population
reside in urban areas of the country while majority of the population resides in semi-urban
and rural parts. Indian banks are heavily influenced by the country’s economic policies
combining socialist and capitalist features with a heavy bias towards the public sector
investment (Deolalkar,1998). Interestingly, banks are also responsible for giving major
support to agricultural, small-scale enterprises, exports, and other sectors, and have created
a variety of banking methods tailored to satisfy the needs of metro, urban, and a small
number of semi-urban areas.

The Indian banking system faces a significant challenge in achieving operational
efficiency suited for a modernized customer base. It is a difficult moment for banks, with
budgets being cut every quarter while yet providing outstanding customer service to a diverse
customer base ranging from metropolitan to rural portions of the country. Amongst such high
expectations, the banks are also required to meet the regulatory criteria. About 92 percent
of India's banking system is controlled by the government, with the remainder made up of
private and foreign banks that have recently entered the country.

Millennials in India, with a population of 440 million, make up 46% of the workforce
and provide 70% of total household income. And this new generation of digitally savvy retail
banking consumers will be doing their banking in new ways. Millennials as a group are adrift
when it comes to personal finance management, with 34% expressing dissatisfaction with
their current financial condition. Only 27% of Millennials have sought professional financial
advice in the last five years, and four of the top banks have been identified as the least liked
brand by Millennials. Only 8% of people believe they have the financial literacy required to
deal with these life events. It's understandable that Millennials are wary of banks. Millennials
have long been disregarded by traditional bank marketing and product tactics, in addition to
having grown up during the financial crisis of 2008. In 2017, 34% of financial marketing teams,
dedicated more than 50% of their media spending to conventional media, and bank marketers
put "attracting a younger audience" eighth on their priority list as recently as 2018. It's
unsurprising that 53% of Millennials believe their bank doesn't provide anything unique.
(Banerjee, 2018; Carlin, 2019).

Millennials, or Generation Y as they are commonly known, are the only generation
with the highest levels of disposable income (Nikitas, 2012). According to a 2010 Oracle



research, millennials are the "accumulators of wealth," and they are a consumer base that
banks cannot ignore. According to Javelin Strategy and Research (2012), the income of
millennials will surpass that of both Gen Xand Baby Boomers combined, making them the
most valuable generation. Otherwise, the generation will discover new methods to put the
money to use, and the banks will have to work hard to come up with new strategies to capture
the market.

Millennial financial needs are a result of four factors, according to a Deloitte analysis
from 2018: money mental models, occupations people need to do, financial pressure and life
events. Millennials are difficult customers for any sector because they demand 24/7 digital
access as well as a high level of personalization. Duplicate business concepts will not be able
to appeal to such a customer base. So, how can banks better understand and serve the
financial needs of newly hired millennials, engage with and connect with these consumers,
and take advantage of this profitable market micro-segment?

1.1.1 Research Question Objectives

Primary Aim: This project primarily aims to evaluate if the Indian Banks are meeting
the needs of millennials/Gen Y

Primary Objective: To achieve this primary aim, millennials (born between 1981-1996)
will be asked to complete a questionnaire which has been developed from a customer point
of view. A minimum of 70 participants who are Millennials would be surveyed. The other pre-
requisite for being surveyed would be to hold an Indian Bank Account.

Primary Question: Are the Indian Banks meeting the needs of Millennials?

Other Objectives:

a) Examining the needs of Indian millennials from the banks.
b) Exploring the options provided by the banks currently.

c) To ascertain strategies bank can undertake in an effort to strengthen their
relationship with millennials.

To achieve the primary aim along with other objectives as stated above, questions
measuring the relevant variables, will be included in the questionnaire

1.2 Problem Definition

A derived process is a process via which the researcher reasons and is able to translate
peculiarities and singularities into a researchable, scientific research problem. A logically
derived research question and a defined objective are two key aspects of a problem
definition.
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Recent studies have been carried out by various institutes and consulting firms who
investigated if banks were indeed taking various steps to satisfy Generation Y. Valuable
insights are uncovered on how the customers wish to interact with the bank and how
innovative solutions and processes can play a part in supporting the interaction in a report by
Accenture 2017. Additionally, the report also states how Millennials are able to relate
themselves to the banks. Another KPMG report also investigates in an attempt to understand
the forces which shape the ways Gen Y wishes to bank and be treated as a customer.

Similarly, research have been carried out on the other side as well in a bid to
understand if the banks are in fact, ready for their Generation Y consumer base. E.g., Oracle
report states that age old processes and mechanisms used by the banks need to undergo a
massive change which would serve the Millennials better. This would also aid in retaining
consumers who have a wide array of options to choose from for their various banking and
financial needs. Legacy systems are weighing down the banks and it has increasingly become
challenging in meeting the needs of a digitally advanced and tech savvy generation.
(Padmanabhan and Padmanabhan, 2021).

Although there have been such research in the past, their research is inconclusive and
does not aid in pointing if expectations of Millennials are being met. A report from Microsoft
also indulges into analysing how technology would play a part in bridging the gap between
various generations who are a part of the larger consumer base of the bank.

New regulatory controls, more risk as the global economy slows, and increased client
sophistication all mean that banks must innovate in order to grow. Asian banks on the long
run will be widespread and multitalented, developing through an imaginative multichannel
foundation, next-generation risk abilities and favored customer perceptions. When it comes
to customer insights, it's not just about the power of analytics and the abundance of data, but
also about turning a bank's analytics into something tangible, practical, and "bite-sized" for
the frontline to execute. The goal of this study is to fill in this enormous gap and see if banks'
efforts to address millennials needs are up to par. To the best of the researcher's knowledge,
no research in this topic has taken place in the Republic of India. This research will aid financial
institutions in determining whether the initiatives taken by banks to reach out to Generation
Y are having a favorable impact.

1.3 Research Question

By carefully evaluating secondary data inside the thesis, as well as primary qualitative
data findings from 85 questionnaires whose respondents are Millennials, this dissertation
aims to address the following research question.

Assessing whether Indian Banks are meeting the expectations of Millennials.
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1.4 Significance of the research

This study could aid in the improvement and gain knowledge of specific customer base
of Indian banks. It's hoped that it will change people's minds on this concept. Both India and
Ireland have a perception of each other. This study aims to provide relevant information in
order to help firms strategize and obtain a competitive advantage by addressing customer
wants. Banks will be able to review whether their current facilities have a negative or positive
impact on their customers by analyzing the findings of this study. This could also help non-
banking institutions acquire and obtain a competitive advantage over traditional banks. It is
critical to comprehend the needs of millennials, the world's present earning population.
Because the millennial population is well-informed, there are numerous investment
opportunities available to them, and they often choose more profitable investments than
bank savings. Banks must therefore go above and beyond to make their offers more
appealing. Furthermore, banks are burdened with ever-increasing costs while maintaining the
service quality that clients have grown to expect. Banks must also keep up with technical
innovations such as mobile wallets and digital payments, which are occurring all the time.

This study contributes to the world in two ways: theoretically and practically.
Theoretically, the research aims to fill a gap in the existing literature, the findings of this study
can contribute to the research by providing a unique perspective from the standpoint of
customers rather than banks. This throws the matter into a whole new light. The findings of
this study will be utilized to lay the groundwork for future customer-targeted research. In
terms of practicality or in a real-world situation, the conclusions of this study will be
particularly useful to financial institutions in making decisions about millennials. People or
businesses participating in bank marketing campaigns would benefit from this work in the
real world, as it will make it easier for them to design particular strategies for customers,
management consulting firms, and so on. The research will also assist banks in determining
which of the services they now provide are not having a beneficial impact on their clients,
allowing them to determine whether or not to continue providing these services and save
money. The research will have a significant impact on small businesses. They will be able to
utilize this information to determine whether banks and financial institutions are making
progress in their efforts to reach out to the millennial population, and if they are not, they
will be able to use it to go ahead of the banks and gain an advantage. The research will also
benefit the millennial population because it will enable them to acquire the services they
desire and deserve, culminating in a successful marketing cycle. Finally, both parties will
benefit greatly from the research findings and conclusions.

The COVID-19 pandemic is wreaking havoc on economies all across the world,
especially financial markets and organizations. The pandemic causes a multidimensional
issue, particularly for banks, mostly through increases in default rates. Banks have
traditionally dealt with a wide range of risks, and the pandemic will exacerbate and broaden
them through liquidity constraints, credit squeezes, increases in non-performing assets and
default rates, lower returns on loans and investments, lower market interest rates, and the
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triggering of contagious bank runs. (Cecchetti and Schoenholtz, 2020; Larbi-Odam, Awuah,
and Frimpong-Kwakye, 2020)

This is an interesting time for the banking industry to take stock of their practices,
products, customer base and emerge victorious like a phoenix and prepare themselves for a
long-haul

1.5 Dissertation Roadmap

To make this research paper concise and efficient it would be structed in the specific
manner. The following structure will be used to make this research paper concise and
efficient:

Chapter 1: Introduction.

Here basic information regarding the dissertation and the aims of it shall be
established and laid down

Chapter 2: Literature Review.

Already existing literature related to the Indian banking business and Millennials in
India and why a holistic understanding of their relationship is key to gain competitive
advantage and for successfully business management of Indian Private banks is carefully
reviewed and studied.

Chapter 3: Research Methodology.

research methodologies, and research strategies for this research report are
described. For E.g. The demographics.

Chapter 4: Data Analysis and Findings.

Chapter four will provide the findings and analysis of the data collected which will
support the research.

Chapter 5: Conclusions and Recommendations.

Finally, chapter five will provide conclusions and general points along with
recommendations that have risen out of this research.
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Chapter 2: Literature Review

2.1 Introduction

The following chapter offers the framework for comprehending the rationale that
underpins the research aims of this study. This chapter should help the reader acquire a
comprehensive review of relevant literature in the research topic, as well as outline the
importance and reason for the research question and increase clarity regarding the subject
under study. There are three significant sub-themes in the next chapter. The following is a
basic summary of banking and the Indian banking sector. Consecutively, the banking habits
of Indian millennials and their expectations as a customer base from the banks are explained.
Followed by the future prospects of the banking industries in order to cater to the needs of
millennials are discussed to lay the foundation of the research question

2.2 Theme 1: Banking

A country's economy is regulated by the government through its banks. Every
country's backbone is its banking system. Banks have been under a lot of pressure to perform
and reform because of the worldwide economic meltdowns. Throughout the Asia Pacific area,
banks have consistently dominated financial systems and played a key role in regional
economic development. The 1997 Asian financial crisis hit Asia Pacific financial systems,
particularly banking systems, severely after enjoying significant growth during the 1990s (Fu,
Lin and Molyneux, 2015). To maintain financial stability, regulators implemented several
changes to boost bank efficiency, competition, regulation, supervision and profitability. As a
result of these initiatives, Asia Pacific banking systems have become more resilient. These
banks have fared significantly better during the global financial crisis than they did during the
Asian financial crisis, and they have fared better than banks in the United States and Europe.
In addition, Banks must also create a positive client experience, provide dedicated customer
service, compete with local loan companies, and meet regulatory requirements. As a result,
the banks are under a lot of pressure to collect every penny that comes their way.

In India, the banking industry is dominant, accounting for more than half of the
financial sector's assets. Banks have played a critical part in India's socioeconomic
development since independence. Indian banks have been undergoing a fascinating period of
fast transformation as a result of financial sector reforms that are being implemented in
stages. The current reform process should be considered as a chance to turn Indian banking
into a sound, strong, and dynamic system capable of performing its functions efficiently and
effectively without the need for government intervention. Following the liberalization of the
Indian economy, the government launched a series of reform steps to make the banking
sector economically sustainable and competitively strong, based on the recommendations of
the Narasimhan Committee (An introduction to banking systems, 2015). Because of the
country's unique geographic, social, and economic characteristics, India's banking system
differs greatly from those of other Asian countries. India has a big population and land area,
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a diverse culture, and significant income differences throughout its regions. A considerable
part of the population is illiterate, yet the country also boasts a large pool of managerial and
technologically advanced expertise. Around 30 to 35 percent of the population lives in metro
and urban areas, with the balance dispersed throughout many semi-urban and rural areas
(Deolalkar,1998).

The banking business in India has a long history, spanning traditional banking practices
from the time of the British to the reform period, nationalization to privatization of banks,
and the current influx of multinational institutions. As a result, banking in India has had a long
and winding road. The usage of technology has revolutionized the banking industry's working
style. Nonetheless, the core aspects of banking, such as trust and public confidence in the
institution, remain unchanged. Banking regulation in India has progressed this far as a result
of lessons learned from a succession of bank collapses over the last century. However, it may
not be sufficient to address current and future risks.

Indian banking began in June 1806 with the establishment of the Bank of Culcutta,
which is now known as State Bank of India. The Reserve Bank of India was created in 1935 as
the country's central bank to oversee the country's financial sector. In 1969, the Indian
government nationalized 14 banks, and in 1980, it nationalized six banks (Ali and Ratwani,
2017). Indian banks are now providing financial services to all sectors of the economy in order
to speed development. Indian banks offer services such as deposits, loans, and money
transfers. All banks are using improved telecommunication or electronic/internet facilities to
make financial services easier, cheaper, and faster, which boosts client satisfaction. Clients'
satisfaction in Indian banks is determined by a number of aspects, including the availability of
tangibles, the reliability of services, the assurance of services, the responsiveness or
eagerness to serve customers, and the empathy of workers. Consumers' happiness will keep
current employees on board while also attempting to attract new customers, resulting in
increased profitability and a strong financial position (Ali and Ratwani, 2017).

Theme 1.1: Banking systems: General Overview

Banks play an important role in supporting the existing market-based financial
intermediation chain. Banks have traditionally utilized deposits to finance loans, which they
then held on to their balance sheets until maturity. However, as time passed, this banking
paradigm began to shift. Banks began to diversify their funding sources by including bond
financing, commercial paper financing, and repurchase agreement (repo) funding. Banks
initially limited the distribution model to mortgages, credit card loans, and auto and student
loans, but eventually beganto apply it to business loans (V Bord, JAC Santos. 2012).
The main activity of the bank is to act as an intermediary between the depositors
and the borrowers. Taking deposits and lending money, differentiatesa bank from other
financial institutions such as stockbrokers, who are intermediaries between buyers and
sellers of stocks. Commercial banks are continually looking for ways to stay profitable because
of growing pressure from globalization, deregulation, parallel competition from non-banking
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financial organizations, and fluctuating market dynamics. Profitable banks can diversify their
operations, efficiently hedge against negative consequences, and reward its stakeholders in
a variety of ways. As a result, excellent bank management is critical to the existence and
stability of banking firms as financial intermediaries and important contributors to a country's
economic development. Understanding and regularly updating knowledge about the
determining factor of banking profitability is critical to excellent bank management for the
existence and stability of banking firms as financial intermediaries and important contributors
to the economic development of a country.

The bank's traditional intermediar function generates intermediation costs, including
administrative costs and other transaction costs associated with the bank's deposit and
loan products. Banks can achieve economies of scale at intermediate costs, offering
many savings and deposit products, which can stabilize or even lower transaction costs.
Banks benefit from economies of scope in lending choices due to access to privileged
information about current and future borrowers with bank accounts. Banks can pool assets
with lower default risk for a particular expected return. if they can operate at the lowest
possible intermediate cost there is a demand for banking services.

The second core activity of the bank is to provide liquidity to its customers. The
liquidity preferences of depositors and borrowers vary. Customers are expected to withdraw
their deposits from their checking deposits at any time and have a more productive savings
account. By lending money, savers are agreeing to give up current consumption, suitable for
future consumption. Borrowers also expect to be able to repay a loan early or roll over a loan
subject to successful credit screening. Banks can pool a large number of borrowers and savers,
allowing both parties liquidity demands to be met. The most crucial service that a bank
provides to its customers is liquidity.

Throughout history, many economic crises have resulted from financial crises and
many financial crises have risen from the failures of financial intermediaries namely banks, in
their essential role of deposit taking organization involved in the money lending business.

Theme 1.2: South Asian Banking Sector

Afghanistan, Bangladesh, Bhutan, India, Maldives, Nepal, Pakistan, and Sri Lanka make
up the South Asian Association for Regional Cooperation (SAARC). Regional trends and
averages in South Asia can be deceptive because India accounts for three-quarters of the
region's population and over 80% of its GDP. In addition, India's capital and financial markets
are still in their infancy. Bhutan, the Maldives, and Nepal, on the other hand, have little data
available. (Sufian, 2012)

In the early 1980s, South Asian countries began implementing far-reaching financial
sector reforms in their separate economies. These reforms differ in kind and development
from country to country. These initial reforms focused on promoting competition in the
financial sector, particularly in the banking sector, as well as strengthening regulations,
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auditing and accounting standards, developing payment and settlement systems, and
strengthening the legal framework. South Asian economies have benefited from changes that
have increased local savings, attracted international capital, and increased economic growth
rates. For example, as a result of financial reforms in the 1990s, India, the largest South Asian
country, has successfully become a world growth promoter in recent years. Financial reforms
have also aided South Asia's economic integration. (Deepak Mohanty, icrier.org)

The financial sector in South Asia did not have direct exposure to complex financial
products, which were associated with the beginnings of the current global crisis; however,
the global crisis has already caused a significant slowdown in two South Asian economies as
a result of global shocks' contagion effects. Capital, remittances, credit, and foreign
commerce were the key mechanisms through which these economies were influenced.
Capital outflows, a drop in overseas remittance receipts, a drying up of international credit
markets, and a contraction in exports have all had major consequences for these economies.
These developments necessitated a thorough re-evaluation of the policies already in place.
they also looked at the further reforms that are required, as for an efficient, competitive, and
robust financial sector is a crucial determinant of South Asian economies' ability to transition
to a high-growth path that is sustainable. (Deepak Mohanty, icrier.org)

Theme 1.3: Indian Banks and banking

Reserve Bank of India

!

v v

| Bank | Financial Institution
! ,

g 3 v v
Scheduled Co-operative All India State Level Other
Commercial credit Financial Institution Institution

banks institutions Institution
v v v s v et
Public Sector Private Foreign Regional Urban Rural Cooperative

banks Sector banks banks Rural Banks Cooperative Credit Institutions

Figure 1: The Commercial Banking Structure in India

The Reserve Bank of India, India's regulatory and central bank, oversees the banking
industry. Commercial banks are the most common type of bank in the banking industry. Banks
that are co-operative The Indian commercial banking system is made up of the following
components: Commercial Banks That Are Scheduled Unscheduled Bank is a bank that
operates on an as-needed basis. Scheduled commercial banks are those included in the
Reserve Bank of India (RBI) Act, 1934's Second Schedule. The Reserve Bank of India, in turn,
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lists only those banks in this schedule that meet the conditions set forth in section 42 (60) of
the Act. Although not all co-operative banks are scheduled commercial banks, several of them
are. Being on the second schedule provides the bank with some advantages in terms of RBI
accommodation during times of liquidity difficulties. At the same time, this position imposes
certain limitations and obligations on the bank, including compliance with the Reserve Bank
of India's reserve regulations. The Reserve Bank of India divides banks into four categories for
evaluating their performance: public sector banks, old private sector banks, new private
sector banks, and foreign banks. (Krishna, Goyal and Joshi, 2012)

ICICI Bank's MD and CEO, K V Kamath: The banking sector is believed to reflect the
greater economy because of its ties to all sectors, making it a proxy for what is going on in the
economy as a whole. Indeed, the Indian banking sector shares the same spirit of possibility
and enthusiasm as the Indian economy today. Many lessons have been learned as a result of
the major structural changes that have occurred in recent years. The banking sector has
undergone a shift as a result of a mix of technical breakthroughs and a liberalized marketplace
- disintermediation, blurring of conventional roles and boundaries, and a focus on
shareholder value creation. The banking sector has numerous prospects as a result of
continuous advancements in Indian industry and government, as well as India's connectivity
with global markets. Companies and governments are increasingly looking for high-quality
banking services to help them run more efficiently.

Indian Banks

Banks in India can be majorly classified into a) commercial banks and b) development
banks. Commercial banks provide elementary services like accepting deposits, making loans,
and offering basic investment options/products. Examples of Indian commercial banks
include ICICI Bank, HDFC Bank. Development banks take on a wide range of activities in
addition to those undertaken by commercial banks. Development banks help cover the funds
needed for long-term investments. They provide long-term credits that help make an
investment sustainable. Banks act as pillars that hold up the financial system of a country’s
economy. The assemblage of deposits and outlay of credit to numerous sectors of the
economy are a few of the significant roles of banks in a financial system. Banks help channel
savings to investments and encourage economic growth by distributing savings to
investments that can potentially produce higher returns. Arise in the working population and
its growing income has raised the demands for banking and its related services. Banks are
proactively working towards removing financial inclusion barriers in the country. Financial
inclusion simply means making banking services accessible to the citizens at reasonable and
affordable terms and conditions, irrespective of their economic status. It allows bridging the
gap between the rich and the poor, and in return helps in the economic growth of the country.
India is globally known for being the agricultural powerhouse and banks play an important
role in providing financial assistance to agriculture. Banks play a crucial role in financial
intermediation by enabling the movement of money from the public (those who have in
surplus) to those who are deficit of funds (by making loans). Some of the other roles of banks
include educating the public about possible investments and helping them with the allocation
of capital, monitoring the investments, and enabling internal and international trading,
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diversification, and supervision of risks. Banks also generate opportunities for employment.
By doing so, banks eventually end up being contributors to the country’s GDP growth. The
banking sector acts as financial counsellors and helps in the development of trade or industry.
This way, it continues to ensure that regulations are followed and helps to avoid economic
disruption. Banks are now bringing innovation in their services to make the whole experience
of banking easy and user-friendly. Some measures to increase operational efficiency include
the introduction of mobile and internet services and the extension of ATM facilities. One of
the strategies that the government employs to achieve economic growth without inflation is
through the transmission of monetary policy and the banks play a central role in it. Money
supply at the national level is controlled by the central bank whereas the flow of money within
the market which they operate is facilitated by the banks. The interest that the bank offers
on deposits helps customers to protect the real value of their savings against inflation. Loans
like house loans, gold loans, personal loans that are provided by the bank have led to an
increase in consumer spending, especially in the lower and middle-class groups of the society.
This has helped drive the demand in the country’s economy.

Kamesam (2001) investigated the changes in the Indian banking system, focusing on
technical improvements and bank profitability. Technology has enabled centralized data
storage with dispersed processing, lowering costs and reducing NPAs. Furthermore, the
advent of services such as electronic data interchange (EDI), smart card usage, real-time gross
settlement (RTGS), and e-commerce all led in an increase in bank profitability and
productivity. In order to prevent crime, the author determined that a security audit should be
conducted, which will aid in improving customer service, increasing systematic efficiency, and
thereby increasing productivity and profitability.

In India, Singh and Malhotra (2007) attempted to identify characteristics that
influence a bank's choice to implement internet banking. The study looked at 88 institutions,
including public, commercial, and foreign banks, and spanned the years 1997 to 2005.
According to the findings, major banks with high fixed expenses, high income, and high
expenditures tend to use more technology. Internet banking had been employed by banks as
a supplement to their current branch network. Private and international banks, on the other
hand, were quicker to implement internet banking than public sector banks. Because it has
boosted bank profitability and productivity, the adoption of this innovation by other banks
enhances the likelihood that a decision to adapt will be taken.

The paradigm change in the financial sector from traditional banking to internet
banking was articulated by Kautish (2008). The purpose of this study was to examine the
development of an online banking system's value added tool for attracting new clients and
retaining existing ones. It aided banks in gaining more business from existing clients. Because
of its accessibility, improved performance, ubiquity, quickness, and efficacy, people chose to
use internet banking. The author also discussed two bank models for integrated banking, in
which banks offer online banking as an add-on to their fundamental services such as ATM and
phone banking. As a result, it's a hybrid strategy, with the other being a stand-alone internet
banking model, in which banks rely solely on the internet channel. To improve services
through e-banking, banks should consider from the perspective of their consumers, and e-
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banking operations should be designed and implemented with originality and innovation.
Because e-banking was a relatively new concept in the global financial landscape, the author
believed that the best was yet to come.

Banks in India can be majorly classified into a) commercial banks and b) development
banks. Commercial banks provide elementary services like accepting deposits, making loans,
and offering basic investment options/products. Examples of Indian commercial banks
include ICICI Bank, HDFC Bank. Development banks take on a wide range of activities in
addition to those undertaken by commercial banks. Development banks help cover the funds
needed for long-term investments. They provide long-term credits that help make an
investment sustainable. The improvement process begins with a focus on the largest
population that is now capable of earning and working. This brings us to millennials.

India has the world's largest millennial population. Millennials, commonly known as
Generation Y or simply '‘Gen Y,' are a population group between the ages of 18 and 35
(Deloitte, 2018). In fact, more than 400 million millennials in India make up a third of the
population and 46% of the workforce. Millennials may be young, but they are already the
primary wage earners in most households, accounting for 70% of total household income.
Millennials are also far more educated than the rest of the population. By 2020, India would
have 410 million millennials, spending $330 billion yearly (Dr. Kaustav Sengupta, 2021).

Accounting for nearly 27% of the world’s 7.4 billion population, this generation is
driving various segments within consumer markets towards rapid growth and development.
Artificial Intelligence (Al) in the form of virtual assistants and chat bots, convenient payments
and check-outs, etc. This generation can be easily distinguished by their habits and lifestyle.
The frequent usage of internet-from the beginning of any shopping or customer journey to
the post purchase journey is noteworthy. Generation Y enthusiastically exhibits behaviors like
exploring products online to posting an after- purchase review. This segment of the
population is passionately involved in the direction of advance technological advancements
via predictive analytics, augmented reality and/or virtual reality. In fact, Artificial Intelligence
or Al as commonly referred, through various forms of chat bots and virtual assistance or
convenient payments is driving the markets shift towards an approach where a mix of online
and offline modes are put to the best use for greater convenience and wider options.
(Deloitte, 2018)

2.3 Theme 2: Millennials and their Banking Habits:

It is worth mentioning that the majority of the existing research on Millennial's
banking and financial habits is exploratory in nature as of this writing, with few studies based
on survey data. Other information about their financial practices appears to be anecdotal or
non-academic.

Every generation has an economic influence, but Generation Y, often known as the
Millennial Generation, is expected to have a particularly large one. The largest generation in
American history, Generation Y, is made up of people who are young, educated, ethnically
diverse, and economically active. These Millennials are entering the workforce as the
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"powerhouse of the global economy" and reaching important junctures in their adult lives
when it comes to financial decision-making. (Deloitte, 2009).

The Gen Y population is mostly divided into two groups: those who have recently
completed their graduation from college and entered the labour market, and those who have
very low expectations from banks. Essentially, they only want a basic savings account and
aren't interested in complicated financial items like loans, mortgages, or retirement plans.
Catering to this young population will be difficult and resource-intensive because they have a
lot of disposable income and have the mindset of ‘spend now, save later.' This population will
require a significant amount of time to settle down and begin saving and planning for the
future. (Hussain and Wong, 2015). The second portion of the population has spent and
accumulated debt over time, and now has its visions set on long-term savings, a home, a car,
marriage, and other large-scale financial investment. Most of this group has not yet embraced
online banking and still prefer a human interaction when banking and taking financial
investment advice

According to the annual MasterCard Financial Literacy Index, India ranks last among
16 Asian-Pacific countries in terms of total financial literacy among millennials, with 59 index
points (Kumar, 2013). According to a global research conducted by Standard & Poor's
Financial Services LLC, over 76 percent of Indians do not understand basic financial concepts.
This figure is lower than the global average of financial literacy, according to the S&P Ratings
Services Global Financial Literacy Survey.

Financial literacy is described as "the capacity to use knowledge and skills to
successfully manage one's financial resources for long-term financial security" (Hastings,
2012). Financial literacy is defined as "the awareness, information, skill, attitude, and
behaviour required to make wise financial decisions and attain individual well-being." Messy
and Atkinson (2012). According to Hogarth (2002), financially literate individuals are: 1)
knowledgeable, educated, and informed about the issues of managing money and assets,
banking, investments, credit, insurance, and taxes; 2) understand the basic concepts
underlying money and asset management; and 3) use that knowledge and understanding to
plan and implement financial decisions. According to Another study at Vitt (2000), financial
literacy is the ability to read, analyse, manage and communicate about personal financial
circumstances that affect material well-being. It involves the ability to make sound financial
judgments, discuss money and financial matters without (or despite) discomfort, prepare for
the future, and respond skilfully to life events that affect daily financial decisions, such as
developments in the general economy. (Jumpstart financial literacy)

“Financial knowledge among Indians is very low than the international standards. But
the financial behaviour/attitude of the employees and retired seems to be positive. The
financial knowledge among the women are marginally high than the men. Greater access to
consumption credits has influenced the financial behaviour of young employees”. According
to Singh (2014), improved financial literacy can also be a crucial component of increasing
saving rates and lending to the poorest and most vulnerable consumers. Low financial literacy
is associated with lower household savings and higher reported over-indebtedness. According
to Sekar and Gowri (2015)'s research, individuals in Indian cities are still unaware of their
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financial situation. Furthermore, young individuals do not have a strong saving habit.
According to Shetty and Thomas (2014), financial awareness among students in Mumbai
(India's financial capital) is low in comparison to worldwide standards. A big portion of this is
due to low numeracy abilities, which can be related to the poor elementary and primary
school system, as numerous research have shown. According to Bahadur (2015)'s research,
financial literacy is the ultimate cornerstone of a robust financial system. Financial literacy
and education should be prioritized by educators, businesses, government agencies, and
policymakers.

2.4 Theme 3: Future of Banking with Millennials

Banks are also under pressure to match clients' digitalization needs. Many people rely
on their smartphones to meet their daily needs, and they expect convenience in return. Banks
are focused on new market clients (rather than the entire market, which is always constituted
primarily of current/old clients), which influences their brand positioning, communication
style, and perception. These clients have never been served by traditional banks, either due
to their age or geographical location, as developing countries have a low degree of banking
service penetration.

Customers can use Neobanks instead of traditional banks because they are less
expensive. You might think of them as digital banks with no physical branches that provide
services that traditional banks don't and do so effectively. They use artificial intelligence and
technology to provide tailored services to clients while lowering operating expenses.
Neobanks bridge the gap between traditional banks' services and clients' changing
expectations in the digital age. They are reshaping the fintech landscape and may one day
supplant traditional banks. Many people mix up neobanks and digital banks. Both companies
provide financial services via cell phones and other mobile devices. The similarities, however,
end there. (Gabriel George Hopkinson and Diana Klarova, Aug 2019)

Neo banks are a new type of direct bank that is totally digital, has no physical presence,
and is 100% independently owned. Monzo, which began in the UK in 2015 and now has over
2 million clients, and N26, which launched in Germany the same year and already has 2.5
million customers, are two of Europe's most established neo banks. Since then, launchers
have attracted considerable sums of funding from investors, with the majority of these,
adopting them are tech savvy millennials. Monzo recently raised 113 million pounds in new
capital, valuing the company at more than £2 billion. Most banks began by offering simple
current accounts and debit cards that can be managed via a mobile app and users have access
to a number of innovative features. Since then, the product range has expanded to include
lending and saving, as well as giving users access to offerings from other financial service
providers via their in app marketplaces. (Financial Times 2019)
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Financial technology firms also referred to as neo banks. This means that they are
depending on existing IT systems rather than purchasing new ones. They construct their own
from the ground up, using cloud-based operating system providers such as Amazon Web
Services as a foundation. Many traditional banks are beginning to respond, in some cases by
founding their own digital banks or investing in fintechs to improve the customer experience.
The banking sector is undergoing significant changes as a result of digitalization, changing
client expectations, and regulatory changes.

2.5 Literature Review Conclusion

Following the global financial crisis and the failure of certain well-known banks in
India, Indian banks have been under intense pressure to grow their top and bottom lines,
which has been worsened by other worldwide events. Indian banks must cater to Gen Y
customers in order to achieve considerable growth rates, as this generation is currently the
largest working and earning class. Catering to millennials, on the other hand, has been
problematic, as the generation wants high-quality service and is critical of the old marketing
methods that banks have become accustomed to. Banks have turned to numerous tactics to
cater to this generation, like bundling packages and delivering their products digitally. The
current literature focuses on the initiatives taken by banks to acquire millennial customers.
The results of several research have already been discussed in previous sections. However,
there has been little research done to assess Indian millennial's expectations of banks and if
the financial products offered by banks have matched these needs. As a result, the purpose
of this research is to see if Indian banks have matched Millennial’s expectations.
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Chapter 3: Methodology

3.1 Introduction

Research methodology refers to the various sequential steps adopted by a researcher
in studying the problem with certain objectives in mind. It is an explanation of the method of
systematic and critical investigation into an identified subject of study. With an explanation
of the elements in the concept of Research Onion (Saunders, Lewis, & Thomhil, 2007) the
researcher will describe the steps adopted to do this research. In short, we can say that a
research methodology is the description, explanation and justification of various methods of
conducting research (Sharavanavel, 2006).

This chapter outlines the research methodology used to conduct this study. It will
outline the thesis development as well as the methods used to achieve the research goals.
The researcher has used the concept of research onion to understand and see if the Indian
banks are delivering to the needs/expectations of the Millennials.

3.2 Research Process

Philosophies
Approaches
Strategies
Choices

Time
horizons

Archival research

Techniques and
procedures

Figure 2: The Research Onion by Saunders et all (2009)

The research onion in the above Figure depicts a detailed structure for developing a
research approach. According to Saunders et al. (2009), a researcher with a thorough
comprehension of the onion's outer layers will have an easier time developing the study
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environment and establishing boundaries from which data collection techniques and data
analysis procedures can be derived. The researcher used Saunders' research onion to build
research methodologies throughout the dissertation. The researcher has meticulously
examined each layer of the onion and chosen the most suited research design for this study.

3.2.1: Research philosophy

The outermost layer of the Saunders research onion is research philosophy. It has to
do with a set of beliefs about the nature of reality in the research. Loosely, one can refer it as
the construction of knowledge along with what kind of knowledge. When a particular method
or approach is employed for researching, it is called as Research Philosophy ((White and
Rainer, 2014). It's frequently discussed in terms of epistemology and ontology.

Saunders argued that there are three key philosophies- Epistemology, Ontalogy and
Axiology.

Epistemology is primarily concerned with facts and recognized knowledge. This
viewpoint requires the researcher to explain what is commonly held knowledge about the
subject, what information is accurate, and what facts must be verified. This concept is mostly
essential in scientific study, which seeks facts and statistics that can be proven beyond a
reasonable doubt in any setting. (Saunders, 2019)

Ontology is used when the investigation is grounded in or concerned with reality. This
concept necessitates the researcher to examine oneself and reconsider how the world works,
how society works, and how everything in the world is interconnected. Ontology illuminates
the distinctions between reality and perception, as well as how this affects human behaviour.
(Saunders, 2019)

Axiology allows the researcher to gain a better understanding of his role in
determining the values and perspectives that are relevant in the investigation. (Saunders,
2019)

The researcher has investigated it carefully when researching and came to a
conclusion that research philosophy aids the reader in comprehending, what prompted the
researcher to the choices and decisions made in the study. For this research paper, the
researcher has chosen Ontology as a key theory of guidance. The reasoning behind choosing
this theory is because it deals with the nature of reality and reflects an interpretation via an
individual concerning how the conclusion is arrived at.

3.2.2 Positivism

According to Saunders and Tosey (2013), positivism is concerned with the researcher
predicting certain results by meticulous observation, as is the case with cause and effect. In
this philosophy, the researcher employs a scientific process to examine hypotheses and
theories. This philosophy's study involves carefully structured and measured data, implying
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that the data and its derivations are not influenced by the researcher. This research focuses
on quantitative data and statistical hypothesis testing. Positivism philosophy generates
hypotheses that can be tested against facts or numbers that are widely accepted in society.
It is especially useful for quantitative data researchers who develop quantifiable elements for
analysis. Because the researcher intends to do quantitative research, this philosophy can be
used.

3.2.3 Realism

According to Saunders and Tosey (2013), the philosophy of realism is that the mind or
perception exists independently of reality. What the researcher perceives will be indicative of
the truth; nonetheless, there is a subjective component to the situation. In this case, the
researcher's intuition is understandable and valid. The data collecting technique used in
realism is either quantitative or qualitative data, or a combination of both.

3.2.4 Interpretivism

Instead of supplying facts and set factors, the interpretivism philosophy takes a more
subjective approach to conducting research. This philosophy is primarily concerned with the
careful investigation of social phenomena in their own setting in order to eliminate the impact
of external variables; all of these analyses are conducted with humans at the centre of it
(Saunders, 2009). It conducts studies on people and how they interact with their social and
cultural environments. This concept will be most valuable to researchers that work with
individuals and the factors that influence their behaviour.

This study is concerned with comprehending Gen Y behaviour and the reasons
underlying that behaviour. The researcher needed to understand Gen Y's banking demands.
Because each customer's perception and demands varies, the researcher must evaluate the
perspectives of all participants and conduct meticulous analysis to get a conclusion; thus, the
best appropriate philosophy for this research is Interpretivism.

3.2.5 Pragmatism

According to Creswell (2014), pragmatism is the ideology that allows for the most
flexibility of thought. The researcher has complete freedom to select any of the research
strategies, techniques, or procedures. This philosophy is chosen by researchers who employ
a variety of methods for acquiring and analysing data. This attitude enables the researcher to
examine a problem from a variety of perspectives. When one approach to a problem is
insufficient, this philosophy can be quite useful. This viewpoint contends that both
constructivism and objectivism are legitimate research methods.
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3.3 Research Approach

Broad topics and subject areas are broken down into more specific and detailed topics
is achieved through methods and strategies provided by the research approach. Typically,
research methodologies function by collecting data, interpreting data, analyzing data, and
reaching findings that meet expectations (Larner and Snieder, 2009). According to Saunders
et al. (2009), data collecting can be divided into two categories: deduction and induction.
Most researchers consider qualitative and quantitative research to be diametrically opposed.
This is not the case. A detailed study of research aims and objectives is essential to lay out a
proper research approach, as a research can be more quantitative than qualitative. To create
a successful research design, the researcher must first identify the problem, comprehend it,
analyse the research gap, and then determine what value their research will contribute to the
current body of knowledge. The greatest study design is based on a thorough understanding
of the topic.

3.3.1. Deductive, Inductive

Inductive and deductive research methodologies are distinguished by Saunders et al.
(2012). While the deductive method focuses on "creating a hypothesis based on existing
theory and then verifying it," the inductive approach focuses on "observing the world and
deducing concepts from it, then generalizing them." According to Bryman (2012), a deductive
method is based on pre-existing facts and beliefs related to the problem topic. Deductive
research generates hypotheses from pre-existing theories. The research makes observations
to prove or reject these ideas, and the results of the observations confirm the research.
Because this investigation incorporates pre-existing facts and statistics, the logical technique
will be ineffective.

The researcher used the inductive technique implies that the researcher is attempting
to construct a theory based on previously collected data. This indicates that inductive
research starts with a research question, then proceeds on to thorough observation, analysis,
and lastly, a theory that answers the research issue. In the context of the research in issue,
the inductive approach would be the best option. the inductive technique would be the most
optimal, as it is critical to comprehend what was going on in order to better understand a
problem.

The researcher must first determine what banks are doing to meet the needs of
Generation Y, and then determine whether these actions are having a good influence on the
Gen Y demographic. As a result of this analysis, the banks will be able to determine whether
they can continue their existing course or whether they will need to conduct substantial
market research and make changes to their current practices.
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3.4 Research Design

Qualitative And Quantitative Research

According to Creswell (2014), the most appropriate kind of analysis for a research
containing stated variables, quantifiable quantities that can be analysed using statistical
methods is a quantitative research. Quantitative research employs a deductive method when
doing the study. To eliminate prejudice in their studies, they use numbers, figures, and visual
representations. It is more concerned with numbers and quantitative aspects than with
people's feelings. Quantitative research is binary in nature and will not leave any room for
guestion in its conclusions; the study will come to a clear yes or no conclusion.

The qualitative approach, according to Bryman (2012), focuses more on behaviour and
understanding of behaviour. The goal of a qualitative research approach is to understand the
behaviour of individuals or groups of people, as well as the reasons for such behaviour. The
researcher can utilize induction to figure out what caused the specific instance to happen.
Individuals are primarily involved, with participants engaging in an interaction method with
the researcher in the form of an interview or a survey. Moving from a specific location to a
more broad theme is frequently part of the data analysis process. The analysis will culminate
in a complete report with pictorial representations that includes all of the conclusions
generated from the raw data. In contrast to quantitative research, qualitative research
focuses on the production of theories rather than the proving of theory

This type of research is primarily concerned with an individual's perspective and
interpretation of the world. Every consumer has a different requirement than the next. There
are some members of Generation Y that only use banking on a regular basis, while others who
are older will utilize the entire range. Innovative products, such as student current accounts,
are available from banks to cater to consumers on both sides of the spectrum, addressing this
unique indifference. Banks must recognize that each consumer has unique expectations
based on their unique needs, and they must strive to meet those expectations.

With these considerations in mind, and research in progress to better understand Gen
Y emotions and behaviour, the most appropriate method for this study would be employed.

3.5 Research strategy:

A research strategy is a plan for achieving your objectives (Saunders et al., 2012). In
this case, finding the answer to the research question.

The key data for the study would come from the distribution of Surveys. Surveys would
be the best way to collect data from a large number of people with a wide range of ages. The
target population is between the ages of 25 and 40. The chosen research technique will
include the entire population of people in this age range. The information gathered from the
survey can be used to speculate on possible explanations for specific connections between
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variables and draw conclusions. Research strategy for this research proposal would be derived
from its primary data. This primary data would be gained through distribution of the
questionnaire

3.6 Data collection methods and analysis

Primary and secondary research were undertaken to analyse and assess the variables
pertinent to the subject matter of this study on whether Indian banks are meeting the
expectations of Gen Y. The main research was employed after the secondary research. A
guestionnaire from the customer's perspective is one of the tools employed.

3.6.1 Secondary research

Secondary research usually entails a thorough review of the literature. It is carried out
prior to the primary study in order to explain the investigation's scope (Saunders, 2012). The
subtopics investigated, such as the global banking sector, Gen Y banking habits, and the future
of banking, were all extremely important in determining the validity of the thesis' scope.

For better comprehension of methodology process, previous works of Hussain, M. and
Wong, C. (2015) and Mirchandani, S., 2018. Are Irish banks meeting the expectations of
Generation Y? (Doctoral dissertation, Dublin Business School) was referred.

3.6.2 Primary research

Primary research is research that is conducted for the first time by the researcher and
has never been done before. According to Driscoll (2011), the technique for conducting
primary research varies depending on the field of study. A biochemist, for example, will do
his research using cultures, mouse experiments, human experiments, placebo effects, and
other methods. Archaeologists, on the other hand, use a variety of techniques including as
surveying, excavation, and data analysis to learn more about the history of the excavation
site. To acquire primary data for analysis, the researcher used the survey questionnaire
approach in the following study.

3.6.3 Observation

Any subject can be observed. Participant observation and unobtrusive observation are
the two types of observation that are commonly used. Participant observation is most
commonly connected with sociology and anthropology research, according to Driscoll (2011).
The researcher participates with the group and becomes a member of it during participant
observation. Unobtrusive observation, on the other hand, involves the researcher
documenting the behaviour of the participants without interacting with them, and it usually
takes place in a neutral environment where the participant will not be biased because he or
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she is unaware that they are being observed. According to Driscoll (2011), the researcher's
main worry when choosing one of the observation methods is bias; if the researcher is afraid
that bias may affect the participants' responses, they may choose unobtrusive observation.
This study does not require the researcher's participation because it is dependent on
understanding the ideas and perspectives of banking clients, which renders observation
unsuitable for primary data collection.

3.6.4 Interview

Interviews are one of the most effective ways to get precise information from specific
people, and they are one of the best sources of primary data (Driscoll, 2011). Face-to-face
interviews, as well as ones conducted over the internet are possible. They must be done
according to a set of guidelines and questions. The interview will be conducted objectively by
the interviewer. The most critical issue is to perform the interview according to established
norms and ethical standards. When the research issue can be solved with the help of a small
sample population, interviews are the best option. The researcher cannot interview enough
people in the time range available for this research, hence this form of primary research
would not be appropriate.

3.6.5 Questionnaire/survey

According to Driscoll (2011), there are two methods for gathering information about
human behaviour and beliefs: interviews and surveys. These types of data are gathered
informally from second-hand sources, and the researcher is rarely involved in the data
collection process. He also claims that questionnaires are the most efficient approach to
collect a modest amount of data from a large group of people in a short amount of time.

With the support of (Karanam, 2019) Gray instructions (1998). A 11-question
guestionnaire was designed for the purpose of this dissertation. The survey link was delivered
to each individual personally via various kinds of social media to ensure that the surveys were
finished with total attention.

Online survey sampling can considerably expand the reach and diversity of the
population (Driscoll (2011)), allowing people from diverse companies and colleges in India, to
participate in the survey in a very short period of time. The poll was created in Google Docs
and shared over WhatsApp, Gmail and Facebook messenger. The respondents were required
to meet two criteria:

1. They have an Indian bank account.

2. They must be between the ages of 25 and 40.
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3.7 Developing the Questionnaire

This study tries to determine whether the efforts made to meet the demands of
Generation Y are effective. To help comprehend this, the questionnaire included questions
about the importance of a variety of services. A Four-Point Like Scale was used in the
guestionnaire design (Taherdoost, 2019)

TABLE 1: LIKERT RESPONSE LABELS

Options 1 2 3 - 5 6 7 8 9 10 11

2-points || Disagree| Agree

Neither
3-points || Disagree | Agree nor | Agree
Disagree
Strongl Strongl!
4-points Dlsagge); Disagree Agree Ag re%y
Neither
Strongl. Strongl!
5-points [ ;¢ agge); Disagree | Agree nor| Agree Ag ,e%y
Disagree

Figure 3: Figure representing the Likert Scale Model

The scale yielded a range of possibilities ranging from "Strongly Disagree" (1) to
"Strongly Agree" (5). When the questions asked were direct and questioned the respondents
on their level of agreement with the statement in the questionnaire, this range was
specifically chosen. In some situations, the statements were written in a positive tone to
understand the frequency of usage, while in others, they were written in a negative tone.
(Hague, 2021)

3.8 Time horizons

The purpose of this study is to examine Gen Y's perceptions of banks at this specific
moment, the researcher has used cross-sectional studies which look at a specific trend at a
certain point in time. According to Saunders (2012), cross-sectional studies are used when a
study provides insight into a phenomenon based on a snapshot in time

3.9 Sampling

According to Saunders (2012), there are several methods for selecting a sample
population. Probability and non-probability sampling are the two main classifications
(Saunders et al., 2012). The researcher wishes to use non-probability sampling to select a
population. The homogeneous purposive sampling subcategory will be chosen, in which the
sample population selected is not random and has a few important criteria in common with
all of them.

The requirements are as follows —
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1. The respondents will be from a sample group of people between the birth year 1981
to 1996, which includes all customers who fall under the Generation Y umbrella.

2. The respondents must be banking customers in India, that is, they must have and
operate a bank account with any bank operating in India.

3.10 Data analysis

The raw data acquired by the researcher in the form of surveys will be transformed
into valuable information thorough analysis and interpretation. It will be assessed whether
the data obtained are statistically significant using analytical tools such as SPSS. The high-
dimensional data received from the surveys will be represented using simple visualization
techniques such as pie charts and histograms. These will assist readers in grasping the essence
of the study's findings.

3.11 Research ethics

The research procedure was ethically constructed. The thin line separating ethical and
unethical research can be readily crossed. Data protection, identity protection, and security
are the most critical ethical issues. The sensitive information collected from respondents,
such as their email addresses, is kept private and secure. as the survey does not ask for
personal information, all respondents' identities are kept anonymous.

3.11.1 Confidentiality and data protection

During the data gathering procedure, the protection of respondent identity was a top
priority. The researcher followed the Data Protection guidelines set out by the DBS website.
This was factored into the survey questionnaire's design. The questions did not require a great
deal of personal information. The only personal information gathered was the respondents
Age and the bank services they operate, which were kept safe, carefully maintained, and
never shared. The data obtained for this study is secure, and it will be removed once the study
is completed and evaluated. The researcher is the only one who has access to the information.

3.12 Limitations of methodology

The researcher will take all reasonable steps to ensure that the research
methodologies employed are appropriate, there will be certain limitations that must be
disclosed. The following are some of the constraints:
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1. The topic of the literature review has some constraints. The study is being carried
out since previous academic research on this topic is thin.

2. All primary data is produced from human interaction, the gathering of primary data
and subsequent analysis of that data may involve some bias.

3. The literature review has restricted access to secondary data, there is always the
possibility that some of these external sources will be irrelevant to the research project.

4. Additional characteristics such as marital status, employment status and income
may have a role to play in Generation Y's expectations, therefore the samples collected might
not be totally representative of the desired age range.

3.13 Conclusion

The goal of this chapter is to go over the processes that were used to conduct this
study. According to the "research onion" model proposed by Saunders (2009), the pragmatic
philosophy, in combination with the deductive and mono method approaches was found to
be the most appropriate and best fit for evaluating the research objectives. In addition, the
researcher explained and demonstrated the recommended framework for this investigation.
The survey method was used as the research strategy in this study. This chapter also covered
the data collection method, survey development, sampling frame, and demographics, as well
as the study limitations found during the instrument creation and data collection phases. The
findings of the data analysis will be described in the following chapter, along with some
inferences and possible conclusions drawn from the raw data analysis obtained by the survey
method.
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Chapter 4: Data Analysis

4.1 Introduction

The researcher employed the mono technique approach to gather data for the
objective of this study, as explained previously in the chapter methodology.

The core data was obtained using instant messaging services such as WhatsApp,
Gmail, Facebook, and others since this method of communication allowed the researcher
easy access to participants while also being convenient for the participants. The data gathered
through this method will be demonstrated and presented in this section. Customer banking
experiences, both online and in the branch, were the focus of the survey. It also highlighted
the most important aspects for evaluating client problems and constraints about the banking
experience. It centered on gaining a better knowledge of how customers interact with one
other and embracing recent technological advancements in banking.

4.2 Approach to data analysis

According to Hair, Page, and Brunsveld (2019), data must be categorised and updated
before it can be analysed. The editing procedure entails carefully evaluating the obtained data
to identify anomalies such as missing data, double records, coding errors, and so on.
Inconsistencies in the returned surveys were investigated. The surveys had no missing data
since they were created in such a way that they couldn't be submitted until all of the questions
were answered. A total of 85 valid and completed surveys were received. Google forms were
used to collect data, which was then converted to Microsoft Excel. Each response was given
a digital value, which was used to code the data. The responses were coded using the Likert
scale that was employed in the survey design. The response was coded according to the
following - Not important (1), slightly important (2), important (3), Very important (4). Never
(1), Seldom (2), sometimes (3), Often (4). Strongly Disagree (1), Disagree (2), Agree (3) and
Strongly Agree (4). The researcher then uploaded the excel file into IMB SPSS Statistics for
additional analysis after coding and assigning digital values. Microsoft Office Excel was used
to represent the analysed data for better visual impact.

4.3 Descriptive Statistics: Demographic Variables

Calculation of central tendencies and measuring the dispersion, usually with the help
of graphs and charts, for understanding the characteristics of the data descriptive analysis is
employed. For this research, the sample has been populated with participants who have the
2 following key pre-requisites-
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a) Millennials: Generation Y Or Millennials have been defined as the those born
between 1981-1996. The reason for choosing this sample group is simple- it would aid better
results since the group as a whole would be sharing similar characteristics.

b) Indian bank account: For participating in the survey, all the millennials would
necessarily have to own a bank account in India

85 responses were returned after the survey went online and was circulated via
various channels.

The population demographicincluded males & females who were born between 1981-
1996.

There are 57 males and 28 females who have participated in this survey while ensuring
that the above mentioned two pre-requisites are met.

Gender
85 responses

@® Male
@® Female
@ Prefer not to say

Figure 4: Demography: Gender Variable
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Demography of the respondents
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Figure 5: Demographics of respondents

How long have you been a customer of this bank?

85 responses
@® 0-3 Years
@ 4-7 years
@ 8-10 years
@® 10 + Years

Figure 6: Duration the respondents have held/hold accounts with the providers

The above figure represents that around 42% of the population served has been with
their current bank for more than 4 years and less than 7 years. This indicates that they have
had the chance to measure their experience over a considerable long period of time. Many of
these respondents are also holding accounts with 2 different banks. This would give them a
wider scope for measuring their satisfaction for the bank’s services.
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30
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0-3 years More than 10 years 04-7 years 08- 10 years

H Female 7 4 9 8
H Male 14 7 27 9

Figure 7: Gender division amongst the age group

The above chart projects the division of gender and for how long the male or female
respondent have been a customer of their current banks. It can be inferred that males have
longer tenure than their female counterparts irrespective of the number of years associated
with the banking providers.

4.4 Findings

The survey findings have been categorised & analysed. Deductive interpretations have
been mentioned in the below section of the chapter.
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A) Selection or Choosing of a Bank

Which of the below factors is the most important in choosing a bank?

Il Very Important [l Important Slightly Important [l Not Important

Llolanl

N
o

N
o

ATM service Bank ethics and integrity Banking hours Interest rate Number of bank branches Product Range Service caliber

Figure 8: Factors considered for choosing a banking provider

Table 1: Ranking of factors for choosing upon a bank

Rank VELEL[E Mean \
1 Service Calibre 3.81
2 Bank Ethic & Integrity 3.80
3 Interest Rate 3.75
4 Product Range 3.48
5 ATM Service 3.47
6 Number of Bank Branches 3.25
7 Banking Hours 3.14

The above table categorizes the factors that received the most votes and are ranked
accordingly.

As shown in Figure 5 and Table 1, Service Calibre is of utmost importance and Banking
hours was the least important factor influencing the factor for choosing upon a banking
provider.

Analysis: As shown in Figure 5 and Table 1, Service Calibre is of utmost importance
and Banking hours was the least important factor influencing the factor for choosing upon a
banking provider. It is closely followed by Bank’s ethics & integrity at 3.80 and interest rate
given by the financial institution at 3.75. It is worth noticing that few respondents have
mentioned that Banking Hours is no more an important factor to be considered while
choosing a new bank. One possible explanation for this could be due to advent of technology
and applications/online banking has gained a strong foothold in the Indian market. Number
of Branches & Banking hours, interestingly have the least influence on choosing upon a bank
which indicates that banks can enhance their services and customer experiences via digital
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touchpoints and quick turn around time rather than investing and maintaining a physical
branch of the bank.

B) Preference of Interaction (Touchpoints)

Please state the preference of interaction for the listed services

B Human Interaction [l Machine

60

40

20

Advisory Service Changes to Deposits Make an Withdrawals Grievance
for Financial personal application for new
Products information products.

Figure 9: Factors where touchpoints or preference of interactions (Human or Machine) are rated

Table 2: Ranking of factors indicating preference of interactions (Human or Machine)

Rank Variable \IET)!

1 Withdrawals 1.82

2 Deposits 1.72

3 Changes to personal information 1.69

4 Make an application for new 162
products.

5 Advisory Service for Financial 128
Products

6 Grievance 1.28

Analysis: It is clear through the Figure 6 and Table 2 above that for day to day and
simple operations like Deposits and Withdrawals, Millennials would like to have Machine or
a simple custom workflow available via mobile application or net banking as the preference.
It is only for grievance and advisory services, both at 1.28, have been listed as higher need for
human interaction over machine interaction. This is obvious considering both are complex
topics in nature and would need human interaction. Interestingly, for making changes to
personal information and application of new products, both are listed as wanting for machine
interaction. This is obvious since Generation Y or Millennials treat time as an invaluable asset.
This generation prefers as little hassle as it takes for most of their menial work.

With a teller at the bank, where basic conversation is required along with long queues,
Generation Y prefers machine interaction where time can be saved thanks to quick and easy
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turnaround for their request. This can be seen in daily operations of banks where in many
cities across India, banks like State Bank of India have now installed launched barcode-based
passbook printing kiosk enabling customers to carry out passbook printing in self-service
mode using barcode technology. (indiainfoline.com, no date)

Banks can now look at having fewer branches that in turn would mean installing more
such self-serving kiosks to serve customers at their convenience & ensuring similar customer
experience. In post pandemic world, this gives flexibility and provides greater convenience to
the employees of the bank since they would not have to rush to the bank in order to offer
services. In the long run, this would help in retaining the employees who would have better
work-life balance and are more motivated and committed for serving the customers.
Additionally, it would also reduce human intervention and the mistakes due to it and thus
create a sense of trust and responsibility with the customers.

Automation of menial and daily activities not only brings ease and comfort for the
customers but also brings it for the employees and banks would be able to consider this as a
double win.

C) Online/Mobile Banking

Please indicate the importance of the listed features when using online or mobile banking facilities?

80

I Very Important [l Important Slightly Important [l Not Important
60
40
20
0
Wide range of financial 24/7 Assistance Ease of use Efficiency and Precise & concise Trust and Security User Interface &
products Crediblity services Asthetics

Figure 10: Listing of features influencing online or mobile banking

Table 3: Ranking of features influencing online or mobile banking

Rank Variable Mean
1 Trust and Security 3.86
2 Ease of use 3.85
3 24/7 Assistance 3.82
4 Precise & concise services 3.79
5 Efficiency and Credibility 3.73
6 User Interface & Aesthetics | 3.73
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Wide range of financial

3.42
products

Analysis: Trust and Security tops the list of features influencing online or mobile
banking services. This is an obvious factor that all the customers would take into account not
just millennials. With the advent of online phishing and scams, customers irrespective of their
age, income etc, everyone wants to bank with providers who are trustworthy and provide
security. Millennials as a generation want to be secured and be assured that their financial
data is secured as well.

Ease of use and 24/7 assistance is closely followed at 3.85 and 3.82 respectively.
Millennials have access to many applications on their phone and on laptops. While older
generations like the Baby Boomers or Generation X and the young Gen Z populations are still
major forces to be reckoned with, millennials now make up the biggest working-age group.
(What Apps do Millennials Use in 20217, 2021) This implies that ease of use for a tech savvy
generation is extremely important. Millennials do not wish to be tangled up in bureaucracy
and regulations and expect their baking providers to ensure a good smooth banking
experience. Millennials want all their banking transactions to be lag free and without any
interruptions while carrying out those transactions.

With the advent of social media and online presence, it is easier to voice your opinions
and experiences with various platforms. This implies that the generation is not scared to share
their experiences with the rest of the world. Businesses are well aware that they could face a
bad name or a spoiled reputation if their services are not precise and concise. For millennials,
this factor is an important factor with a mean of 3.79. This ensures that banks are more
transparent, honest and give the customers secured, efficient transactions and customer
experiences. Banks must create infrastructure to support the growing demand. Additionally
such availability of such services must be made easily accessible to public to facilitate better
transactions.
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D) Usage of services (based on payment usage)

How frequently do use the following services based on your payment usage.

Il Often M Sometimes Seldom M Never
60
40
) A—I_I
0
Cheque books Internet Banking Mobile Banking Online Wallets

Figure 11: Frequency of services based on payment usage

Table 4: Ranking of Frequency of services based on payment usage

Rank Variable Mean
1 Mobile Banking 3.69
2 Internet Banking 3.62
3 Online Wallets 3.24
4 Cheque books 2.07

Analysis: The table 4 and Figure 8 both shows the most used service of the bank based
on their rank. As illustrated, the most used service to make a payment is the mobile banking
service and the least used service is the cheque method. This further can be correlated to the
analysis made above that millennials are open to more machine interaction rather than
human interaction for day to day regular banking transactions.

Internet banking services are closely followed at 3.62. This implies that banks need to
ensure lag free and smooth banking functions. In the olden times, cheques were the go to
method to disburse cash but now with advent of technology, it has become easier and
environmental friendly to disburse money. The phone is the most personal object to the
millennial population and them preferring to bank on this platform is not surprising (Peaslee,
2018).

For banks, this indicates a step forward to go environmentally friendly and paperless.
Banks must devote more time and capital to make their online or cloud services better & bug
free. One can see the advent of technology into finance and this has also given birth to a new
stream called ‘FinTech’ or Finance & Technology combined together.
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E) Expected services from Bank’s online services

What services do you expect from a bank's online banking service?

Il Often M Sometimes Seldom M Never
60
40
20
0
Balance enquiry New product Online money transfer Cheque book services  General Assistance Invesments Others
application & payments

Figure 12: Expected services from bank’s online banking services

Table 5: Ranking of expected services from online banking services provided by a bank

Rank Variable ‘ Mean
1 Online money transfer & payments 3.74
2 Balance enquiry 3.72
3 General Assistance 3.25
4 Investments 3.19
5 New product application 3.02
6 Cheque book services 2.71

Analysis: Online money transfer and payments of various bills undoubtedly top the
charts with a mean of 3.74. This is closely followed by Balance Enquiry at 3.72. This indicates
that for millennials, it is important that they are always on top of their financials. Generation
Y is the largest working-class population and hence has higher disposable income. Clear access
to various bill payments and balance enquires aids them in taking adequate and sound
decisions.

Cheque book services are at the lowest of the rank with a mean of 2.71 which further
indicates that the generation prefers online and paperless transactions. This has been a
repeated theme that is observed throughout the analysis via different questions. Moving to
digital platform, as mentioned before, would be super beneficial for both the customers and
the banks.
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F) Financial Guidance

Who would you seek advice from for financial services or investment such as Stocks, loans,
insurance, and so on?

Il Often M Sometimes Seldom M Never
40
20
0
Bank Staff Family Members Friends/peers Independent financial Personal online

advisors research

Figure 13: Financial guidance

Table 6: Ranking of incumbents who are asked for financial guidance by millennials.

Rank Variable \IET

1 Personal online research 3.38

2 Friends/peers 3.14

3 Family Members 3.02

4 Ind(.ependent financial 5 88
advisors

5 Bank Staff 2.72

Analysis: Millennials have rated personal online research as their go to method for
gaining financial guidance and support. This is not surprising and can be seen a repeatin trend
that indicate millennials’ love for online and human free interaction for getting to the
destination. Validation of information for the millennials often comes via different sources
from the internet and this is drastically different from their previous generations.

Bank staff comes at the bottom of the rank and could indicate that bank staff may or
may not be very well equipped to give financial advice and recommendations. Banks could
possibly take this into consideration and give adequate trainings to their employees so that
they are able to pitch the products and services better.

For fully engaging the customer base of Millennials, it is important for the bank to
draw and strategize a powerful marketing plan.
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G) Barriers for adoption of mobile/contactless payments

Please indicate whether any of the following concerns/limitations prevent you from using
contactless/mobile payments.

I Strongly Agree [l Agree Disagree [l Strongly Disagree

30
20
10
0
Device compatibility is limited. = Reluctance to adapt to new The fear of theft This option is only available
technology from a few vendors.

Figure 14: Key limitations that prevent contactless/ mobile payments for Millennials

Table 7: Ranking of limitations that prevent contactless/ mobile payments for Millennials

Rank Variable Mean ‘
1 The fear of theft 291
5 This option is only available from a few 5 86
vendors.
3 Device compatibility is limited 2.79
4 Reluctance to adapt to new technology 2.52

Analysis: The fear of theft is ranked the highest with a mean of 2.91 and reluctance to
adapt to new technology comes the last with a mean of 2.52. This implies that millennials are
worried about their financial security and fear that their banking providers may not be able
to save them or aid them from phishing and scams that are prevalent in the online virtual
world.

It can also be correlated to the question in this survey where features influencing
online or mobile banking were measured. There, Trust & security was ranked the highest
variable. This shows that banks need to improve their security and provide more protection
from fraudulent online scams that millennials are often a target for. Interestingly, reluctance
to adapt to new technology is at the lowest of the ranking and this implies that the millennial
customer base is not wary to adapt to new technology if enough security and stability is
provided from the banking providers.
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Banks need to ensure that they are able to provide seamless customer experience in
terms of various processes that carter to their customer base of millennials. All the new
updates and features employed by the bank to serve the customers better need to be made
available to all devices and not just expensive phones.

Interestingly, option is available with only few vendors indicate that there is a huge
gap in the market that can be filled by the banks’ online services. Banks need to use the
potential to fully engage their customer base for a loyal and strong consumers.
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Chapter 5: Conclusion and Recommendations

The researcher used data from both primary and secondary sources to address
the research question. The data gathered during the primary data gathering process was
analyzed and determined in the previous section. The aims that the researcher chose to
accomplish with this research are grouped into the following chapters.

Objective 1: To investigate Gen Y's banking needs and aspirations.

The survey results have been analysed and deduced, and the findings suggest that
respondents place a high value on the quality of a bank's service and its honesty. The
importance of service quality is highly emphasized by responders. Banks must also provide
high-quality service to Gen Y, both in terms of physical branches and online services. When it
comes to the most desired way of payment, Generation Y chose mobile banking. For this age,
machines are the primary way of interaction for carrying out daily financial services. The
online banking platform was expected to be accurate and consistent, with good security and
ease of use, according to the respondents.

In brief, as there are still a variety of different services that require cash exchange, Gen
Y demands a well-connected network of ATM machines around the city for their money
withdrawals. For example, taxi services, public transportation, food booths, small time
vendors and so on. Because mobile banking is the most popular mode of banking, the
generation requires a solid mobile banking platform. They also want a well-functioning web
platform that is consistent in its performance. They require banks to adapt to new market
technologies, such as contactless payments, because the survey showed that the Gen Y
generation is particularly adaptable to technological changes. With the exception of
apprehension about theft, Generation Y has no objections to the new mode of payment. This
demonstrates that banks do not need to be concerned about this generation's ability to keep
up with technological advancements. The Gen Y generation expects faster response times,
shorter queues, and, most crucially, fewer bank visits. The Generation anticipates less rules
and a more transparent and easily understood working business style. Respondents prefer
fewer rules because they believe that time spent on bureaucracy is time wasted. While banks
have no control over this, they can cut process times by automating operations and
implementing more efficient processes.

Objective 2: Investigating the choices made available by Indian banks

The RBI's vision paper for India's payment and settlement systems has directed the
planned development of payment systems. The introduction of new and innovative
technologies, a clear shift from paper to electronic payment modalities, a significant increase
in transaction turnover, customer-centric initiatives, international recognition, and so on are
some of the good effects of the advances from 2015 to 2018. Retail payments have seen
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significant growth in volume, but the Real Time Gross Settlement (RTGS) system and the
Financial Markets Clearing through Clearing Corporation of India Ltd. (CCIL) dominate in terms
of value. The Reserve Bank of India developed "best-in-class" payment and settlement
systems for a "less-cash" India, based on four strategic pillars: responsive regulation, robust
infrastructure, effective supervision, and customer centricity. The same has facilitated (a)
continued decline in the share of paper-based clearing instruments; (b) consistent growth in
individual segments of retail electronic payment systems such as the National Electronic
Funds Transfer (NEFT), Immediate Payment Service (IMPS), and card transactions; (c)
increased registered customer base for mobile banking; (d) launch of new products such as
Unified Payments Interface (UPI) and Bharat QR (BQR); and (e) significant growth in
infrastructure.

As part of its risk mitigation measures, the RBI issued new auto debit guidelines with
a mandatory additional factor of authentication (AFA) from October 1, 2021, to increase the
safety and security of card transactions. The RBI introduced the 'RBI Retail Direct Scheme' for
retail investors in November 2021, with the goal of increasing retail involvement in
government securities. RBl announced the start of its first worldwide hackathon, '"HARBINGER
2021 - Innovation for Transformation,' on November 9, 2021, with the theme 'Smarter Digital
Payments.' (IBEF, Dec 17, 2021)

Objective 3: Determine what strategies banks can use to improve their relationship with
Generation Y.

This data demonstrates how difficult it is for banks to cater to Gen Y because of its
sub-categories within the single generation. With the emergence of the internet in the middle
of this generation around the turn of the millennium, banks must cater to the younger
generation with new and interesting developments in order to keep them satisfied but also
not straying too far into the future. When it comes to Generation Y, Indian banks, have a lot
of space to improve. India has a huge scope in terms of fulfilling the needs of the customers.
India is far way behind in adopting and regulating digital cryptocurrencies when compared to
other countries. Indian banks are providing unexpected services to their clients while also
catering to the ego demands of a select few. Indian banks must innovate and offer products
to meet Gen Y's ever-changing wants.

The conclusion of this study is that Indian banks are satisfying millennials expectations
by catering to their needs, but as the literature demonstrates, this generation also has wants
that must be met. The generation wants banks to impress them in order to secure their
favour. Indian banks are only reaching the fundamental minimum of their clients'
expectations and are not striving to go above and beyond. With the increasing innovation in
the finance, such as peer-to-peer banking, decentralized money, and other alternative forms
of banking, banks must come up with ways to keep this generation pleased and impressed in
order to keep them on their good side. More resources should be directed toward research
and development in this subject by Indian banks. The Indian banks have no plans to use
innovative goods in their institutions at least in the near future due to regulation from RBI.
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The RBI restrictions are holding back Indian banking regulation, which is also one cause for
the delayed adoption of innovative technology. The regulations must be relaxed as banks
demonstrate an interest in producing innovative solutions that meet Indian banking
demands, rather than copying improvements from other countries and forcing them into this
market.

Other countries are shifting toward a more digital presence while decreasing their
physical presence. This may be utilized to reduce costs for banks while also providing a more
refined banking experience for customers. Countries such as Israel and the United States use
digital identification systems to open and authenticate bank accounts (Deloitte, 2017). Banks
in countries are offering zero balance and no online transaction charges for most bank
accounts, demonstrating that banks are cutting costs and passing them on to customers.
Banks are collaborating with big technology companies on projects to combine technologies
such as virtual reality and augmented reality to improve the banking experience for clients.
There are many parts of services that Indian banks have failed to recognise and adapt to, yet
they are offering what clients want based on their needs and wants. The overall economy is
improving, which should pique researchers' attention and prompt them to recognize the need
to serve this consumer base.

Fintech companies are outperforming banks in terms of service and payment
convenience. With rapidly expanding mobile and internet penetration, India is on the verge
of a digital revolution. Users are shifting away from search and social networking and toward
more sophisticated activities such as online financial transactions and mobile payments.
Payment transactions provide banks with their most valuable resource: transaction data,
which can be used to analyse consumer behaviour patterns and assist banks cross-sell goods,
reduce churn, and detect fraud more easily. Digital wallets have made their way into the
payments industry by establishing themselves as a one-stop shop for a range of payments,
ensuring a seamless user experience. Smooth P2P payments offered by wallets are
particularly remarkable. Banks should strive to make P2P transfers as simple as possible by
allowing them to be done by e-mail or mobile number. Finally, as the number of people who
use the internet grows, so does the risk of fraud. To improve efficiency and earn client trust,
a superior analytical model can be designed to evaluate data and detect questionable
transactions.

New firms in the technology and telecom space have encroached on this crucial line
of business for banks. Paytm has amassed millions of merchants and is the market leader in
peer-to-peer (P2P) payments. Airtel Payments Bank is quickly catching up, with over 2 million
customers using their online prepaid card. With the continuing digital transformation of the
Indian financial system, banks must rethink their present client journeys and strive to provide
an immersive and seamless customer experience in order to remain relevant. Banks can begin
by deploying innovations across numerous touch points and identifying pain points to make
the customer journey more pleasant.

Customers increasingly want brands across verticals to provide an on-demand and
personalized experience. Rather than providing traditional offers through a product-centric
lens, financial institutions must reimagine their solutions from the standpoint of customers
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and become a part of the entire customer journey. User experience designers, product
managers, sales personnel, software specialists, strategic partners, and an executive sponsor
should all be involved in any effort to rethink the customer experience.

Some key points Banks can look at is partnership with fintech firms. Banks must
shorten the payment innovation curve. The most effective approach to do so is to form
partnerships. Partnerships with fintech’s are becoming increasingly common and mutually
beneficial; new digital wallets can also be brought on board. Aside from that, card networks
like Visa and Mastercard could be willing partners because they aren't direct rivals and, as
payment-only experts, can provide greater insights into payments and recommend the best
solutions.

Analytics can serve the dual objective of increasing engagement and preventing fraud.
Data from the entire customer journey can be analysed to find new methods to engage
customers through marketing initiatives. Repeat card use, an increase in transaction amount,
and an alert on increased reward points are examples of use scenarios. With the rise in
cybercrime, it's more important than ever to have a solid fraud prevention system in place.
To avoid losing money and face, a real-time analytical model that can detect fraud at the time
of transaction would be ideal.

In the aftermath of the present turmoil in the payments sector, banks must go to great
lengths to establish themselves as the preferred customer interface. To deepen their
interaction with customers, they must place a strong emphasis on the payments business.
Banks that continue to ignore the signs risk being demoted to the bottom of the value chain.
Following the discussion of current pain points, further brainstorming sessions would be
necessary to identify the most appropriate consumer experience.

5.1 Future Recommendations for Research

For investigating and comprehending the banking demands of a cohort
generation, Millennials, a larger sample size is recommended based on the existing sample
size. If the sample size of participants is expanded, more accurate results can be achieved. A
more structured questionnaire can also help comprehend the problem better. More
variables, such as pay and benefits, marital status, and financial literacy, can be included and
analyzed for a more comprehensive understanding of the topic.
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Appendix A

Are Indian Banks meeting the
expectations of Millennials/ Gen Y?

You are being approached to partake in a research study on the “Expectations of Millennials
from the Indian banks”. The study intends to find if the expectations of Millennials (Birth year:
1981-1996) are being met by the Indian banks. I'm a student at Dublin Business School
pursuing MBA in Finance and Mr. David Duff is supervising the research. The Project has been
approved by the DBS Research Ethics Committee.

* Required

By proceeding to complete the survey, | confirm that | have read and fully
understand the information provided and willingly accept to take part in this
survey. *

Consent

Gender *

Choose

Birth Year *

Choose

With which bank do you have an account? *

HDFC Bank

ICICI Bank

Kotak Mahindra Bank
Axis Bank

South Indian Bank
Other:

et

How long have you been a customer of this bank? *

0-3 Years
4-7 years
8-10 years
10 + Years

Have you changed banks within the past three years? *

Yes
No



How many banks do you have an account with? *

abhowN =

+

Please state the preference of interaction for the listed services *

Human Interaction Machine
Advisory Service for Financial
Products O O
Changes to personal
information O O
Deposits O O
Make an application for new
products. O O
Withdrawals O O
Grievance O O

Which of the below factors is the most important in choosing a bank? *

Very Important Important Insw:ai?)?:gwt Not Important

ATM service O O O O
Bank ethics and

integrity O O O O
Banking hours O O O O
Interest rate O O O O
Number of bank

branches O O O O
Product Range O O O O
Service caliber O O O O
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Please indicate the importance of the listed features when using online or mobile banking
facilities? *

Slightly

Very Important Important Important Not Important
Wide range of
financial O O O O
products
24/7 Assistance O O O O
Ease of use O O O O
Efficiency and
Crediblity O O O O
Precise &
concise services O O O O
Trust and
Security O O O O
User Interface &
hethe O O O O

Who would you seek advice from for financial services or investment such as Stocks,
loans, insurance, and so on? *

Often Sometimes Seldom Never

Bank Staff O O O O

Family Members

Friends/peers

Independent
financial advisors

Personal online
research

o | |O |
@8 RON F@ON §E)
© | € | @ | ©
o | C |2 | <



How frequently do use the following services based on your payment usage. *

Often Sometimes Seldom Never
Cheque books O O O O
Internet Banking O O O

Mobile Banking O O O
Online Wallets O O @)
UPI/Bhim O O O

12 ||

What services do you expect from a bank's online banking service? *

Often Sometimes Seldom Never

Balance enquiry O O O O

New product

application O O O O
Online money

transfer & O O O O
payments

Cheque book

services O O O O
General

Assistance O O O O
Invesments O O O O
Others O O O O
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Please indicate whether any of the following concerns/limitations prevent you from using
contactless/mobile payments. *

- Strongly
ly A A .
Strongly Agree gree Disagree Disagree
Device
compatibility is O O O O
limited

Reluctance to

adapt to new O O O O

technology

The fear of theft O O O O
This option is
only available
from a few O O O O

vendors.
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Appendix B

Data Protection and Consent Section:

This research is being conducted to investigate what are the expectations of Millennials
(Birth year: 1981-1996) from their banks and if the Indian banks are currently meeting
their expectations. The research aims to provide suggestions for the banks to take into
consideration when catering to Millennials (Birth year: 1981-1996), in order to meet
their expectations.

1) The data you provide as a participant in this survey will be fully anonymous, no
personally identifying data will be requested.

2) Your responses will be collated into a larger dataset and analysed at a group level.

3) I understand that | am not obliged to take part in this survey and that my
participation is entirely voluntary.

4) | understand that | am free to withdraw from the survey at any time or refuse to
answer any question without the need to provide a reason and without fear of negative
consequences.

5) I understand that my responses will be anonymous, and in the case of completing an
anonymous questionnaire, it will not be possible to subsequently withdraw my data
because there will be no personally identifying information attached to my responses.
6) | understand that | will not benefit directly from participating in this research, but |
will be contributing significantly to the body of knowledge.

7) l understand that | am free to contact the researcher to seek further clarification and
information. Researcher’s email: 10548383 @mydbs.ie.




