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INTRODUCTION

A Customer Perception Study of Neo Banking Services in India examines how customers view and experience neo banking services, which are digital-
only banks without traditional physical branches. This study's relevance lies in its potential to shed light on the evolving landscape of banking in India, a
rapidly growing market with increasing digital adoption.

Importance and Worth of Researching on this topic

1. Market Dynamics: Neo banking is a relatively new phenomenon in India, offering insights into changing customer preferences and behaviors.
Understanding these dynamics can help businesses tailor their offerings to meet emerging needs.

2. Customer Experience: By studying customer perceptions, the research can identify strengths and weaknesses in neo banking services, helping banks
enhance user satisfaction and loyalty.

3. Competitive Advantage: Insights gained can provide a competitive edge for neo banks and traditional banks looking to innovate. It helps in refining
strategies to capture and retain customers.

4. Financial Inclusion: Neo banks often target underserved segments, including those in remote areas. Research can highlight their effectiveness in
promoting financial inclusion.

5. Regulatory Insights: Understanding customer experiences can inform regulatory bodies about potential areas needing oversight or policy adjustments,
ensuring a balanced approach to innovation and consumer protection.

This research is crucial for optimizing banking services in a digital era, addressing customer needs, and supporting the growth of the financial sector in
India

SUMMARY OF REVIEW OF LITERATURE

e  Total number of articles referred: 20
e Number of international journals: 8
e  Examples: International Journal of Banking, Journal of Financial Technology, Journal of Consumer Behavior Studies.
o Number of national (Indian) journals: 12
(] Examples: Indian Journal of Finance, Indian Journal of Economics, Journal of Rural Banking.
e  Range of publication period: 2019 to 2021
Emphasizing the current relevance of neo-banking in the financial sector, both nationally and internationally.

Summary review of literature converted into table format for your research report:
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Title Author Journal Year Methodology Key Findings Relevance
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Somnath . Survey and data . . compliance challenges may
NEO BANKS Management, Public 2023 . satisfaction and .
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Indian Banking Indian banking personalized services,
Landscape landscape by enhancing customer
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Customer Relations customer enhance user perceptions.
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banking Adoption Technology Studies study . . .
barriers to adoption. |ladoption rates.

RESEARCH GAP

Research Gap for Neo Banking Adoption and Trust-Related Factors

Understanding Factors Influencing Adoption: Despite the growing interest in neo-banking, existing research often focuses on traditional banking
models without fully exploring the specific factors that drive the adoption of neo-banking services. There is a lack of comprehensive studies that
investigate how demographic variables (age, occupation, socio-economic status) and technological familiarity uniquely affect customer decisions to adopt
neo-banking. This gap indicates a need for targeted research to identify these influencing factors in the context of India's evolving digital banking
landscape.

Trust-Related Factors Impacting Usage: While trust plays a critical role in financial services, studies on neo-banking often overlook the nuanced
impact of trust-related factors such as security and privacy on customer usage. Existing literature frequently examines these elements in traditional
banking environments, leaving a gap in understanding how they specifically affect customer behavior towards neo-banking services. Additionally, there
is insufficient exploration of how perceived security and privacy concerns may vary across different demographic groups, which is essential for
developing effective strategies to enhance customer confidence and adoption in neo-banking.

HYPOTHESIS
Two hypotheses can be aligned with common objectives in a customer perception study of neo banking services, helping to address key research questions
and provide actionable insights. Here's how they can contribute to realizing the objectives:
1. H1: There is a significant relationship between customer awareness and adoption of neo banking services in India.
How it helps in realizing objectives:
®  Objective: Understand the factors influencing the adoption of neo banking services.

O By testing this hypothesis, you can determine whether customer awareness plays a crucial role in the adoption of neo banking
services. This helps in identifying gaps in customer knowledge or exposure to these services, which can guide marketing strategies
and educational campaigns by neo banks.

e  Actionable Insight: If the hypothesis is supported, it would suggest that increasing customer awareness (via promotions, advertisements, or
informative campaigns) could directly lead to higher adoption rates. Neo banks may need to invest in educating potential customers about
their offerings to improve adoption.

2. H2: Customer perception of the security and privacy of neo banking services has a significant impact on their trust and usage.
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How it helps in realizing objectives:
®  Objective: Evaluate how trust-related factors like security and privacy impact customer usage of neo banking services.

O This hypothesis helps investigate whether customers' concerns about security and privacy are significant barriers to adopting or
using neo banks. If this concern is prevalent, neo banks must address security and privacy issues effectively to build trust.

e  Actionable Insight: If the hypothesis is supported, neo banks can focus on enhancing security measures and transparency to reassure
customers. It may also lead to a focus on better communication strategies that highlight the security features of their platforms (e.g., encryption,
multi-factor authentication). This would help reduce customer hesitation due to perceived security risks.

CONCEPTUAL MODEL
To establish a clear link between the objectives, hypotheses, and conceptual model in your study, we can assign numbers to the hypotheses and integrate
them into the conceptual model framework. Here's how you can represent this linkage:
1. Objectives
e  Obijective 1: To analyze the impact of customer awareness on the adoption of neo banking services.
o  Linked Hypothesis: H1
e  Objective 2: To assess the influence of perceived security and privacy on customer trust and usage of neo banking services.
o  Linked Hypothesis: H2
2. Hypotheses
e  H1: There is a significant relationship between customer awareness and adoption of neo banking services in India.
e  H2: Customer perception of the security and privacy of neo banking services has a significant impact on their trust and usage.
3. Conceptual Model

The conceptual model represents the key factors influencing customer perception and behavior towards neo banking. You can organize it as follows,
showing the flow between the variables:

Conceptual Framework:
®  Independent Variables:
1.  Customer Awareness (Linked to H1)
®  Measures the customer’s knowledge and understanding of neo banking services.
2. Perceived Security and Privacy (Linked to H2)
®  Represents customer concerns over data safety and privacy on neo banking platforms.
e  Mediating Variables:
1.  Customer Trust (Linked to H2)
= Trust acts as a mediator, influenced by perceptions of security and privacy, ultimately impacting usage.
e  Dependent Variables:
1.  Adoption of Neo Banking Services (Linked to H1)
=  The outcome of customer awareness and other factors leading to the adoption of these services.
2. Usage of Neo Banking Services (Linked to H2)
=  Thisis influenced by customer trust and perceived security.
Explanation of Linkages:

®  Objective 1 —» H1 — Awareness — Adoption: This pathway illustrates that increasing customer awareness (independent variable) is
hypothesized to directly influence their decision to adopt neo banking services (dependent variable), which aligns with Objective 1.

®  Objective 2 — H2 — Security & Privacy — Trust — Usage: This pathway shows that the perception of security and privacy (independent
variable) impacts customer trust (mediating variable), which in turn influences the usage of neo banking services (dependent variable). This
aligns with Objective 2.
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DATA COLLECTION SOURCES & METHODS

my research on "A Customer Perception Study of Neo Banking Services in India," | will employ both primary and secondary data sources to provide a
comprehensive analysis. Primary data will be collected through surveys and interviews with neo banking users to gain firsthand insights into their
experiences and perceptions. This will be complemented by secondary data from existing literature, industry reports, and academic studies, which will
help contextualize the primary findings within broader trends and benchmarks. Combining these data sources will ensure a robust and well-rounded
understanding of customer attitudes towards neo banking services.

The primary data is through surveys and questionnaire — Details about the questionnaire
Demographic Information
e  Age: [Multiple choice: 18-24, 25-34, 35-44, 45-54, 55+]
e  Gender: [Multiple choice: Male, Female, Non-binary, Prefer not to say]
®  Occupation: [Open-ended or multiple choice based on common job sectors]
e Location: [Multiple choice or open-ended]
Banking Habits
e Which banking services do you currently use? [Multiple choice: Traditional bank, Neo bank, Both]
e  How often do you use neo banking services? [Multiple choice: Daily, Weekly, Monthly, Rarely]
Perceptions of Neo Banking
e How would you rate your overall satisfaction with your neo banking service? [Scale: 1-5]

e  What features do you value most in neo banking services? [Multiple choice: User interface, Customer service, Transaction speed, Security,
Other (please specify)]

®  How does the convenience of neo banking compare to traditional banking? [Multiple choice: Much better, Somewhat better, About the same,
Somewhat worse, Much worse]

User Experience

e  Have you experienced any issues with neo banking services? [Yes/No]

® If yes, please describe the issue(s). [Open-ended]

e  How would you rate the customer service provided by your neo bank? [Scale: 1-5]
Trust and Security

e How confident are you in the security of neo banking services? [Scale: 1-5]

e  What factors influence your trust in neo banking services? [Multiple choice: Brand reputation, Security features, User reviews,
Recommendations from friends/family, Other (please specify)]

Future Usage and Recommendations
e Do you plan to continue using neo banking services in the future? [Yes/No]
e Would you recommend neo banking services to others? [Yes/No]
e  What improvements would you like to see in neo banking services? [Open-ended]
Customer Awareness
1. How much do you know about neo banking services?
o Notatall
o Alittle
O  Somewhat
O Quite a bit

o Alot
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2. Where did you first hear about neo banking services? (Select all that apply)
o  Social media (e.g., Facebook, Instagram)
O News articles or blogs
o Friends or family
O Advertisements (online or offline)
O  Other (please specify):
3. How effective do you think the advertising of neo banks is?
O Not effective
o Slightly effective
O Moderately effective
o Very effective
O  Extremely effective
4. How interested are you in trying neo banking services compared to traditional banks?
O Much less interested
O Less interested
O  About the same
O  More interested
O Much more interested
5. How often do you look for information about new banking options?
O Never
O  Rarely
O  Sometimes
o  Often
o  Always

Perceived Security and Privacy

6. How important is the security of your personal information to you when using a banking service?

o Not important
o  Slightly important
O  Moderately important
o Very important
O  Extremely important
7. How much do you trust that neo banks protect your information?
O Notatall
o Alittle
O  Somewhat
O Mostly
o  Completely
8. What aspects do you consider important for security in banking? (Select all that apply)

O  Use of strong passwords
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9.

10.

O

Encryption of data
o  Company reputation
O  Customer reviews and feedback
O  Other (please specify):
How concerned are you about privacy when using neo banking services?
o Not concerned
o  Slightly concerned
O Moderately concerned
o Very concerned
o  Extremely concerned
How often do you read the privacy policies of banking services?
Never
Rarely
Sometimes
Often

Always

Customer Trust and Usage

11.

How would you rate your trust in neo banks compared to traditional banks?
Much less trust

Less trust

About the same

More trust

Much more trust

How likely are you to recommend a neo banking service to a friend or family member?
Not likely at all

Slightly likely

Moderately likely

Very likely

Extremely likely

How satisfied are you with the neo banking services you have used?

Very dissatisfied

Dissatisfied

Neutral

Satisfied

Very satisfied

What features do you find most attractive in neo banking services? (Select up to three)
Lower fees

Easy-to-use mobile app

Advanced features (e.g., budgeting tools)
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®  24/7 customer support
®  Other (please specify):
15. How frequently do you use neo banking services compared to traditional banking services?
®  Much less frequently
e | essfrequently
e  About the same
e  More frequently
®  Much more frequently
Demographics

16. What is your age group?

e  Under 18
(] 18-24
(] 25-34
o 3544

e  45and above

17. What is the highest level of education you have completed?
e High school or equivalent

e  Bachelor's degree

e  Master's degree

e  Doctorate

®  Other (please specify):

18. What is your approximate annual income?
(] Below %3,00,000

(] %3,00,000 - %6,00,000

(] %6,00,000 - %10,00,000

(] Above 10,00,000

19. In which city do you currently live?

° (Open-ended response)

20. What is your current occupation?

e  Student

e  Employed full-time

e  Employed part-time

e  Self-employed

e  Unemployed

®  Other (please specify):

SAMPLE DESIGN

Population of my research:
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The population for my research on "A Customer Perception Study of Neo Banking Services in India" refers to the entire group of individuals i want to
study and draw conclusions about. In this case, the population would be:

Population:
Customers of Neo Banking Services in India
Sample size:

1. Sampling Frame: A list or database of neo banking customers, which could be obtained from neo banking companies or through industry
reports.

2. Sample Size: Determine how many respondents are needed to ensure your results are statistically significant. This will depend on my research
goals and resources.

Sample selection technique:

For my research on "A Customer Perception Study of Neo Banking Services in India," the best sampling techniques would likely be Stratified Sampling
and Simple Random Sampling. Here’s why each is suitable for my study:

1. Stratified Sampling

e  Ensures Representation of Key Subgroups: Neo banking customers may vary significantly across different demographic and geographic
segments (e.g., age groups, income levels, regions). Stratified Sampling allows me to divide my population into relevant strata (subgroups)
and ensure that each is adequately represented in the sample.

e  Provides More Accurate Insights: By capturing opinions from diverse segments, i can gain a more nuanced understanding of customer
perceptions and identify variations across different groups.

How It Works:

1. Identify Strata: Divide the population based on relevant characteristics (e.g., age, income, region).

2. Sample from Each Stratum: | will use random sampling methods to select a proportionate number of participants from each stratum.
2. Simple Random Sampling

e  Minimizes Bias: Every individual in the population has an equal chance of being selected, which helps in achieving unbiased results.

e  Simplicity and Efficiency: It’s straightforward to implement, especially if i have access to a comprehensive list of neo banking customers.
How It Works:

1. Obtain a List: Get a complete list or database of neo banking users.

2. Random Selection: Use random number generators or sampling software to select participants from the list.
Sampling unit:

e Geographical Sampling Units:

e  Select Regions: Choose diverse geographical areas based on your research objectives.

e  Stratify Regions: If using stratified sampling, ensure that you include various regions to capture regional differences.

Organizational Sampling Units:
e  Select Neo Banks: Ensure representation from multiple neo banking organizations.
e  Reach Users: Implement sampling techniques to gather data from users of these neo banks.
Sampling period:
0 Focus on Recent Data (6-12 Months): To ensure that my research reflects current customer perceptions and recent developments in neo banking.

O Consider Historical Data (1-3 Years) if Relevant: To analyze trends and shifts over a longer period, particularly if | am interested in understanding
the evolution of customer attitudes.

Key Findings

Customer Awareness and Adoption: There is a significant relationship between customer awareness and the adoption of neo banking services in India.
Increased awareness can lead to higher adoption rates through targeted marketing and educational campaigns.
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User Experience: Positive user experience is crucial for customer retention in neo banking. The design and functionality of services significantly
influence customer perception and satisfaction.

Regulatory Challenges: Lack of clear regulatory guidelines hampers the growth of neo banks. Issues surrounding customer trust are influenced by these
regulatory challenges, impacting overall customer satisfaction.

Innovation as a Driver: Innovation in services is essential for attracting tech-savvy customers. Neo banks that focus on innovative features can better
meet the demands of a digital-savvy audience.

Rural Engagement: Neo banks face challenges in rural regions, including low adoption rates. Barriers such as limited access to technology and awareness
significantly influence customer perceptions in these areas.

Customer Preferences: Customers show a preference for the convenience and efficiency of neo banking services compared to traditional banks. Factors
such as ease of use and technological advancements play a crucial role in shaping these preferences.

Demographic Variations: Different demographic groups exhibit varied behaviors and attitudes towards neo banking services, indicating the need for
tailored strategies to address diverse customer needs.

Financial Inclusion: Neo banks have the potential to enhance financial inclusion, particularly among underserved segments of the population. This
highlights their role in promoting access to banking services.

Trust and Security Concerns: Perceived security and privacy concerns remain critical barriers to adoption. Addressing these concerns through robust
security measures is vital for building customer confidence.

Competitive Advantage: Insights from customer perception studies can provide a competitive edge for both neo banks and traditional banks, helping
them refine their strategies to capture and retain customers.

Discussion
The findings from the various studies reveal a complex landscape for neo banking services in India. The interplay between customer awareness, user
experience, and regulatory frameworks significantly shapes the adoption of these services.

Marketing Strategies: Effective marketing strategies that enhance customer awareness can directly influence adoption rates. Neo banks should invest
in educational campaigns to bridge knowledge gaps among potential users.

Enhancing User Experience: Focusing on user experience through improved design and functionality can enhance customer satisfaction and retention.
Continuous feedback loops and adaptations based on user experiences are necessary for ongoing improvement.

Navigating Regulatory Landscapes: Regulatory bodies must provide clearer guidelines to foster trust and encourage the growth of neo banks.
Collaboration between banks and regulators can lead to a more supportive environment for innovation and customer protection.

Conclusion

In conclusion, the neo banking sector in India is at a pivotal point. While there are significant opportunities for growth and innovation, challenges such
as regulatory hurdles and customer trust issues must be addressed. By focusing on enhancing customer awareness and experience, and by adapting to
varied demographic needs, neo banks can position themselves favorably in a competitive market.

Ultimately, the success of neo banking services hinges on their ability to build trust, innovate continually, and effectively meet the needs of a diverse
customer base.

LIMITATIONS OF THE STUDY

Sampling Bias

The sample may not fully represent the entire population of neo banking users due to selection biases, such as non-representative geographic or
demographic coverage.

Limited Access to Data

Challenges in obtaining comprehensive and accurate data from neo banking users or organizations may restrict the scope of the study.
Rapid Industry Changes

The neo banking sector is evolving rapidly with frequent updates in technology and services.

Sample Size Limitations
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Constraints on sample size due to budget, time, or logistical challenges may affect the statistical power and representativeness of the study.
Rapid Industry Changes
The neo banking sector is evolving rapidly with frequent updates in technology and services.
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