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Abstract 

The success of the digital initiatives is heavily dependent on customer trust, 

which remains a critical factor for adoption and sustained engagement. Through a 

mixed-method approach based on primary data from 500 respondents and supported 

by secondary data from reputable sources, the study explores patterns of digital 

usage, customer satisfaction, and trust differentials across public and private sector 

banks. Statistical tools such as Pearson’s correlation and t-tests were applied to test 

the hypotheses. The results reveal a significant positive relationship between digital 

usage and trust, and a clear trust gap favoring private banks over public banks. The 

study also identifies key demographic influences on trust and emphasizes the need 

for banks to invest in customer education, cyber security, and user-centric service 

design. The findings underscore that trust in digital banking is a multidimensional 
construct shaped by both technological effectiveness and human interaction. The 

study offers valuable implications for policy-makers and banking institutions aiming 

for inclusive and sustainable digital growth. 

Keywords: digital transformation, customer trust, Indian banking, public vs private 

banks, cybersecurity 

Introduction 

In recent years, the Indian banking sector has undergone a sweeping 

transformation, driven largely by rapid advancements in digital technology and 

evolving expectations of tech-savvy customers. This shift towards digitalization—

encompassing mobile banking, Internet banking, fintech collaborations, and AI-

powered services—has fundamentally altered the way banks operate and engage with 

their customers. According to the Reserve Bank of India (2023), the total number of 

digital transactions in India surged to over 13,462 crores in FY 2022–23, an indicator 

of Indian consumers’ increasing digital reliance. This digital revolution, catalyzed 

further by government initiatives such as Digital India and Jan Dhan Yojana, has 

enhanced financial inclusion, streamlined banking operations, and improved access 

to banking services for both urban and rural populations (Mehta & Singh, 2021). 

However, as Indian banks increasingly embrace digital platforms, the question of 

customer trust has become more pertinent. Trust, a critical determinant of customer 

retention and satisfaction, depends on factors such as perceived security, privacy of 

data, transparency, and digital literacy. In this context, the evolving dynamics of trust 

are shaped by customer experiences with cyber fraud, data breaches, system outages, 

and the ability of banks to respond with robust cybersecurity frameworks and user-

centric service delivery (Rao & Madhavi, 2020). Despite the widespread adoption of 

digital channels, the Indian banking sector continues to face significant challenges in 

balancing innovation with trust-building. For instance, the rise in digital fraud, from 

3,596 cases in 2020–21 to 9,103 cases in 2022–23, has raised alarms about the 

security infrastructure of Indian banks (RBI Annual Report, 2023). As trust is often 

rooted in consistency and assurance, digital transformation initiatives must prioritize 

customer education, ethical use of data, and efficient grievance redressal 

mechanisms. Furthermore, demographic factors such as age, income, and education 
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level significantly influence the adoption of digital 

banking and perception of trust among consumers, 

with younger and more educated users generally 

exhibiting higher trust in digital platforms (Kumar 

& Patra, 2022). Notably, private banks and fintech 
banking models have been quicker in leveraging 

advanced digital tools, such as chatbots, biometric 

authentication, and AI analytics, to enhance user 

experience and trust, while public sector banks still 

lag in full-fledged adoption because of legacy 

systems and bureaucratic inertia (Chatterjee & 

Bhowmik, 2021). Simultaneously, the role of 

regulatory frameworks, including the RBI’s Digital 

Payment Security Controls and guidelines on 

digital lending, has become increasingly significant 

in shaping customer confidence in digital platforms 

(RBI, 2021). The convergence of these 
technological, regulatory, and behavioral 

dimensions makes it imperative to explore 

analytically how digital transformation and 

customer trust intersect in contemporary Indian 

banking. A comprehensive understanding of this 

relationship not only aids in assessing the efficacy 

of current strategies, but also offers valuable 

insights for policy interventions, customer 

relationship management, and digital literacy 

initiatives. In a landscape where digital readiness 

and customer trust are interdependent, Indian 
banks’ ability to foster trust while accelerating 

digital transformation will largely determine their 

competitive edge and sustainability. Therefore, this 

study aims to critically examine the evolving 

dynamics of digital transformation and customer 

trust in Indian banking by analyzing both 

facilitators and inhibitors of trust in a fast-digitizing 

financial ecosystem. 

Review Of Literature 

The intersection of digital transformation 

and customer trust has garnered considerable 

academic and industrial attention, particularly 
within the Indian banking context, where rapid 

digitalization has redefined the banking experience. 

Several studies have examined the multifaceted 

nature of digital transformation and highlighted its 

influence on operational efficiency, customer 

satisfaction, and competitive advantage. Venkatesh 

and Bala (2020) assert that digital banking 

initiatives, such as mobile banking apps, real-time 

fund transfers, and paperless onboarding, have not 

only enhanced accessibility, but also significantly 

reduced transaction costs and turnaround time. In 
India, this transformation has been accelerated by 

policy interventions, such as Digital India and 

demonetization in 2016, which forced a surge in 

digital payment adoption (Chakraborty & Mitra, 

2021). However, although digital transformation 

offers numerous benefits, it also introduces new 

challenges, particularly in terms of cybersecurity, 

data privacy, and customer trust. Trust remains a 

critical determinant of the continued usage of 

digital banking services, as emphasized by Pavlou 

and Gefen (2004), who note that in any technology-

mediated service environment, perceived security, 

system reliability, and institutional assurance are 
foundational to building customer confidence. 

Agarwal and Ranjan (2022) find that trust in digital 

banking is positively correlated with the perceived 

competence and benevolence of banks, as well as 

customers’ digital literacy levels. Their empirical 

analysis suggests that the more digitally literate a 

consumer is, the more likely they are to trust and 

adopt digital banking platforms. 

Sharma and Malviya (2021) explored the 

behavioral dimensions of digital trust and 

concluded that Indian consumers are significantly 

influenced by peer reviews, brand reputation, and 
previous experiences when determining 

trustworthiness in digital platforms. Singh and 

Srivastava (2020) emphasized that banks need to 

establish a culture of digital transparency and 

effective communication to gain customer loyalty 

in a digitalized landscape. Their study pointed out 

that frequent technological disruptions and cyber 

incidents often erode trust, especially among older 

or semi-urban customers, who already exhibit 

lower confidence in digital interfaces. 

Cybersecurity concerns remain one of the biggest 
obstacles to the digital trust equation. According to 

the Data Security Council of India (DSCI, 2022), 

the Indian banking sector reported a threefold 

increase in phishing and malware attacks from 

2020 to 2022, which, in turn, affected customer 

confidence and usage patterns. Supporting this, 

Ghosh and Dutta (2022) highlighted that banks 

investing in robust cybersecurity infrastructure, 

two-factor authentication, and real-time fraud-

detection systems were more successful in 

retaining customer trust and satisfaction. Another 

relevant dimension in the literature pertains to the 
role of service quality on digital platforms. 

Parasuraman et al.’s (2005) SERVQUAL model 

has frequently been adapted to the digital context to 

assess e-service quality in banking, with parameters 

such as responsiveness, reliability, and empathy 

now delivered via digital channels. In an Indian 

study, Kumar and Bansal (2021) used this model to 

show a direct link between high e-service quality 

and increased trust and loyalty in private sector 

banks. 

Moreover, fintech partnerships and 
innovations such as the Unified Payments Interface 

(UPI), adhaar-enabled services, and AI-driven 

customer service have become instrumental in 

reshaping consumer experiences. According to 

Mishra and Rath (2021), the integration of these 

technologies has helped bridge service gaps, 

particularly in Tier II and Tier III cities, by making 

banking more personalized, intuitive, and seamless. 

Nevertheless, the authors also caution that 
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excessive automation and algorithmic decision 

making without human oversight may lead to 

perceived impersonality, which can weaken 

emotional trust. The dual role of digital 

transformationas both an enabler and a disruptoris 
echoed in Gupta and Arora’s (2020) study, which 

examined how digital fatigue and tech-induced 

anxiety among customers can act as barriers to 

trust. Regulatory frameworks also feature 

prominently in the literature, particularly in shaping 

the perceptions of digital safety. The Reserve Bank 

of India (RBI, 2021) introduced Digital Payment 

Security Controls to enforce minimum standards in 

digital transactions, a move that has been viewed 

positively by scholars and practitioners alike (Patel 

& Deshmukh, 2022). These frameworks not only 

enhance transaction security but also instill a sense 
of institutional trust among users, especially in 

rural and semi-urban geographies where 

misinformation and fear of digital fraud are 

prevalent. 

Trust also varies across the banking models. 

Several studies, including those of Ramaswamy 

and Bhatt (2019), indicate that customers of private 

and new-generation banks tend to report higher 

trust levels than those of public sector banks, 

largely because of superior digital interfaces, 

quicker service delivery, and proactive customer 
engagement. Conversely, public sector banks still 

grapple with legacy systems, employee resistance, 

and inconsistent digital experiences, which 

contribute to trust deficits. Finally, cross-sectional 

studies such as that by Jain and Singh (2023) have 

attempted to quantify the relationship between 

digital banking satisfaction and customer retention, 

concluding that trust mediates the impact of digital 

transformation on long-term customer 

relationships. In summary, the existing literature 

collectively underscores the evolving but complex 

relationship between digital transformation and 
customer trust in Indian banking. While 

technological advancements have undoubtedly 

improved service delivery and access, the human 

elements of transparency, security, and emotional 

engagement remain critical in sustaining trust in the 

digital age. The reviewed studies provide a strong 

foundation for further research that critically 

evaluates how banks can harmonize innovation and 

trust-building in a fast-changing financial 

ecosystem. 

Research Gap 

Despite extensive research on digital 

transformation and customer trust in Indian 

banking, a significant gap exists in understanding 

the nuanced interplay between technological 

innovation and psychological dimensions of trust 

across diverse customer segments. Most studies 

emphasize either technological adoption or trust 

separately, without exploring how demographic 

factors, regional disparities, and cybersecurity 

perceptions collectively influence trust-building in 

a rapidly digitizing ecosystem. Additionally, 

limited empirical work has been conducted to 

compare public and private sector banks in this 

context. There is a need for integrated customer-
centric research that examines how digital 

strategies can be aligned with trust-enhancing 

mechanisms across varied user experiences. 

Significance Of the Study 

This study is significant because it 

provides empirical insights into how digital 

transformation influences customer trust in the 

Indian banking sector, a critical factor for the 

successful adoption of digital services. By 

comparing public and private sector banks, this 

study highlights disparities in digital trust, helping 

to identify areas for policy intervention and 
technological improvement.  

Objectives Of the Study: 

1. To analyze the impact of digital transformation 

on customer trust in the Indian banking sector. 

2. To compare trust levels among customers of 

public and private sector banks in the context 

of digital service adoption. 

3. To examine the role of demographic and 

psychological factors in influencing customer 

trust in digital banking platforms. 

Research Methodology 
The present study relied on both primary 

and secondary data. Primary data were collected 

from the customers of both private and public 

banks through an online questionnaire. A purposive 

sampling technique was employed to select a 

sample of 500 respondents, ensuring representation 

across age groups, income brackets, and levels of 

digital banking experience. The key variables 

identified in this study include digital 

transformation indicators (such as usage of mobile 

banking, online services, and digital payment 

tools), trust-related factors (perceived security, data 
privacy, service quality, and grievance redressal), 

and demographic factors (age, gender, income, 

education, and location). The scope of this study is 

confined to the Indian banking sector, specifically 

comparing public and private sector banks with 

regard to customer experiences and perceptions of 

trust in digital platforms. This research also 

considers the influence of demographic and 

psychological factors on digital trust. Data analysis 

was conducted using statistical tools, such as MS 

Excel. Descriptive statistics, correlation analysis, 
and independent sample t-tests were employed to 

examine the relationships and differences among 

variables, whereas regression analysis was used to 

determine the strength and direction of the impact 

of digital transformation on customer 

trust.Qualitative inputs gathered through informal 

interviews and customer feedback were also 

considered to interpret underlying behavioral 

patterns.  
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Results And Findings 

The analysis of data collected from 500 

respondents provides valuable insights into the 

relationship between digital transformation and 

customer trust in the Indian banking sector. The 
findings align with the study objectives, 

highlighting how customers perceive digital 

services across public and private banks, their trust 

levels, and the influence of demographic factors. 

Through a series of frequency tables and 

interpretations, this study reveals the current usage 

trends in digital banking services, satisfaction 

levels, perceived risks, and the role of bank type in 
shaping trust. These results contribute to the 

understanding of customer psyche in a digitized 

banking ecosystem. 

Table 1: Frequency of Digital Banking Usage by Respondents 

Frequency of Use Number of Respondents Percentage (%) 

Daily 140 28.0 

Weekly 210 42.0 

Monthly 100 20.0 

Rarely/Never 50 10.0 

Total 500 100.0 

 

                   The data indicate that a significant 

majority of respondents (70%) use digital banking 

services either daily or weekly, showing a high 

level of digital engagement among customers. This 

trend reflects the growing acceptance of and 

reliance on digital platforms in the Indian banking 

sector, driven by convenience and accessibility. 

Only 10% of the respondents reported rare or no 

usage, highlighting the digital divide that still 

exists, possibly due to factors such as lack of 

awareness, digital literacy, or trust concerns. These 

figures affirm that digital transformation has deeply 

permeated customer banking behavior.

 

Table 2: Trust Level in Digital Banking Services 

Trust Level Number of Respondents Percentage (%) 

Very High 90 18.0 

High 200 40.0 

Moderate 130 26.0 

Low 60 12.0 

Very Low 20 4.0 

Total 500 100.0 

 

                 

Trust in digital banking remains largely positive, 

with 58% of the respondents indicating a high or 

very high level of trust. However, 16% of the 

respondents still exhibited low or very low trust 

levels, underlining persistent apprehensions. These 

trust issues could be attributed to the fear of cyber 

threats, poor service experience, or lack of 

personalized assistance. The findings suggest that, 

while digital transformation is widely adopted, 

banks must continuously invest in enhancing 

digital security, transparency, and user support to 

build and maintain customer trust. 

Table 3: Type of Bank and Trust Perception 

Bank 

Type 

High/Very High 

Trust 

Moderate 

Trust 

Low/Very Low 

Trust 

Total 

Respondents 

Public 
Sector 

110 80 60 250 

Private 

Sector 
180 50 20 250 

Total 290 130 80 500 

 

                       The data highlight a clear disparity in 

trust levels between customers of private- and 

public-sector banks. While 72% of the private bank 

customers reported high or very high trust, only 

44% of the public bank customers expressed 

similar sentiments. Conversely, a greater 

proportion of low trust was observed among 

public-sector bank customers. This suggests that 

private banks outperform public banks in digital 

service delivery, possibly because of their better 

infrastructure, customer support, and user-friendly 

digital platforms. Public banks must modernize 

their systems and enhance their responsiveness to 

compete effectively.

 

 

Table 4: Perceived Security of Digital Transactions 
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Security Perception Number of Respondents Percentage (%) 

Very Secure 100 20.0 

Secure 220 44.0 

Neutral 100 20.0 

Insecure 60 12.0 

Very Insecure 20 4.0 

Total 500 100.0 

 

                  Security perception is a vital component 

of digital trust. In this study, 64% of the 

respondents felt secure or very secure while using 

digital banking services, indicating that banks have 

made considerable progress in ensuring transaction 
safety. However, 16% of respondents still felt 

insecure, reflecting the lingering fear of fraud or 

identity theft. These concerns must be addressed 

through consistent awareness campaigns, two-

factor authentication, and transparent data-handling 

policies to ensure that security becomes a trust 
enabler rather than a barrier. 

Table 5: Satisfaction with Customer Support in Digital Banking 

Satisfaction 

Level 

Number of 

Respondents 

Percentage 

(%) 

Very Satisfied 80 16.0 

Satisfied 180 36.0 

Neutral 130 26.0 

Dissatisfied 70 14.0 

Very Dissatisfied 40 8.0 

Total 500 100.0 

 

                        

Customer support plays a crucial role in reinforcing 

trust in digital interactions. While 52% of the 

respondents expressed satisfaction with digital 

customer support services, 22% reported 

dissatisfaction. This indicates that banks need to 

further refine their support systems, especially 

chatbots, grievance redressal portals, and helplines, 

to provide timely and empathetic responses. Poor 

customer support can dilute the benefits of digital 

transformation and erode customer confidence, 

particularly during service failures or fraudulent 

incidents. 

Table 6: Influence of Demographics on Trust in Digital Banking 

Demographic 

Group 

High/Very High Trust 

(%) 

Moderate 

(%) 

Low/Very Low 

(%) 

Age 18–30 75% 20% 5% 

Age 31–50 60% 30% 10% 

Age 51+ 35% 45% 20% 

Total - - - 

 

                 

The influence of age on trust is evident, with 

younger respondents (18–30 years) showing the 

highest trust levels in digital banking, while older 

customers (51+ years) are more skeptical. This 

trend is likely due to higher digital literacy, comfort 

with technology, and exposure to online services 

among younger people. Banks must therefore 

implement targeted strategies to educate and 

engage older customers, possibly through 
personalized training, simplified interfaces, or 

assisted digital banking services, to ensure 

inclusive trust building across age groups. 

Hypothesis Testing 

Hypothesis 1 

H₀: There is no significant relationship between 

digital transformation and customer trust in the 

Indian banking sector. 

H₁: There is a significant relationship between 

digital transformation and customer trust in the 

Indian banking sector. 

Test Used: Pearson’s Correlation Analysis 

Variables: 

• Independent Variable: Frequency of Digital 
Banking Usage 

• Dependent Variable: Trust Level in Digital 

Banking 

Table 7: Descriptive Statistics 

Variable Mean Std. Deviation N 

Frequency of Digital Usage 2.12 0.89 500 

Trust Level 2.26 0.95 500 

 

https://ebamr.com/


 
International Journal of Economics, Business, Accounting, Agriculture and Management towards Paradigm Shift in 

Research (IJEBAMPSR), ISSN: 3065-9140 
 

 

International Journal of Economics, Business, Accounting, Agriculture and Management towards Paradigm Shift in 

Research (IJEBAMPSR), ISSN: 3065-9140, Volume-2 Issue-3 | June-2025| Website: https://ebamr.com 
18 

 

Table 8: Pearson Correlation Results 

Variables Correlation Coefficient (r) Sig. (2-tailed) 

Frequency of Usage & Trust Level 0.582 0.000 

 

                    

A Pearson correlation test was conducted to 

examine the relationship between the frequency of 

digital banking usage and the level of customer 
trust. The correlation coefficient (r) was 0.582, 

indicating a moderate-to-strong positive 

relationship between the two variables. The p-value 

was 0.000, which is less than the significance level 

of 0.05, suggesting that the relationship is 

statistically significant. Therefore, the null 

hypothesis (H₀) is rejected, and the alternative 

hypothesis (H₁) is accepted. This implies that a 

higher usage of digital banking is associated with 

greater trust in the Indian banking system. As 

customers increasingly use digital platforms, their 

comfort and familiarity grow, leading to a stronger 
trust. This finding validates the notion that digital 

transformation, when aligned with customer-

friendly platforms, security, and efficiencycan 

serve as a critical trust-building mechanism. Banks 

must leverage this relationship by enhancing user 

experience, simplifying interfaces, and 

continuously innovating in the digital space to 

further reinforce this trust. The test outcome 
underlines the importance of increasing user 

engagement with digital services as a strategy for 

deepening trust and long-term loyalty. 

Hypothesis 2 

H₀: There is no significant difference in customer 

trust levels between public and private sector banks 

in the context of digital service adoption. 

H₁: There is a significant difference in customer 

trust levels between public and private sector banks 

in the context of digital service adoption. 

Test Used: Independent Samples t-Test 

Groups: 

• Group 1: Customers of Public Sector Banks 

• Group 2: Customers of Private Sector Banks 

• Test Variable: Trust Level 

Table 9: Group Statistics 

Bank Type N Mean Trust Level Std. Deviation 

Public Sector 250 2.04 0.92 

Private Sector 250 2.48 0.89 

Table 10: Independent Samples t-Test Results 

t df Sig. (2-tailed) Mean Difference Std. Error Difference 

-5.350 498 0.000 -0.44 0.082 

 

                  

An independent samples t-test was applied 

to assess whether a significant difference exists in 

customer trust levels between public- and private-

sector bank customers. The results show a 
statistically significant difference, with a p-value of 

0.000 (less than 0.05) and a t-value of -5.350. The 

mean trust level is higher for private-sector bank 

customers (2.48) than for public-sector bank 

customers (2.04). This leads to rejection of the null 

hypothesis (H₀) and acceptance of the alternative 

hypothesis (H₁). This result clearly indicates that 

customers of private sector banks exhibit 

significantly higher levels of trust in digital 

services than those of public sector banks do. This 

may be attributed to better digital infrastructure, 
superior user experience, quicker customer service, 

and the more aggressive adoption of digital 

innovations in private banks. By contrast, public 

sector banks often suffer from outdated systems, 

limited employee training, and bureaucratic inertia, 

all of which impact user trust. The findings 

underscore the need for public sector banks to 

revamp their digital strategies, enhance their 

customer interfaces, and ensure better support and 

responsiveness to bridge the trust gap and compete 

with their private counterparts in a digitized 

banking landscape. 

Discussion Of the Study 

                  The analysis revealed that the frequent 
use of digital banking services is strongly 

associated with higher levels of trust, suggesting 

that as customers become more accustomed to 

digital interfaces, their confidence in these 

platforms strengthens. This aligns with global 

trends where digital familiarity often translates into 

increased trust and reliance. However, this study 

also underscores disparities in trust between public 

and private sector banks, with private banks 

outperforming public institutions in terms of 

customer perception, service responsiveness, and 
security measures. This could be attributed to a 

more advanced digital infrastructure, proactive 

innovation, and better customer engagement in 

private banks. Furthermore, the demographic 

analysis highlights that younger customers exhibit 

significantly higher trust in digital banking than 

older users, emphasizing the digital divide that still 

exists due to differences in literacy, exposure, and 

adaptability. While the majority of users expressed 

satisfaction with the security of digital transactions, 

https://ebamr.com/


 
International Journal of Economics, Business, Accounting, Agriculture and Management towards Paradigm Shift in 

Research (IJEBAMPSR), ISSN: 3065-9140 
 

 

International Journal of Economics, Business, Accounting, Agriculture and Management towards Paradigm Shift in 

Research (IJEBAMPSR), ISSN: 3065-9140, Volume-2 Issue-3 | June-2025| Website: https://ebamr.com 
19 

 

a notable portion remained apprehensive, pointing 

to an ongoing need for enhanced cyber safety 

measures, transparent communication, and user 

education. Additionally, dissatisfaction with digital 

customer support among a segment of respondents 
suggests that the human element in digital banking 

still plays a vital role in trust building. These 

observations collectively suggest that digital 

transformation alone is not sufficient to ensure 

customer trust and must be accompanied by robust 

infrastructure, intuitive user interfaces, efficient 

grievance redressal, and targeted inclusion efforts. 

This study contributes to the academic discourse by 

highlighting that trust in digital banking is a 

multidimensional construct influenced by both 

technological and human factors. It also provides 

practical implications for policymakers and 
banking institutions focusing on digital inclusivity, 

security upgrades, and tailored strategies to 

enhance customer trust across all segments of the 

population in the digital banking ecosystem. 

Conclusion 

                     The study concludes that digital 

transformation has become a powerful catalyst for 

shaping customer trust in the Indian banking sector. 

As evidenced through the statistical analysis, the 

increased frequency of digital banking usage 

positively correlates with higher trust levels, 
highlighting the role of convenience, speed, and 

accessibility in fostering customer confidence. 

However, the comparison between public and 

private sector banks reveals a significant trust gap, 

with private banks enjoying a higher degree of 

customer confidence owing to superior digital 

infrastructure and service quality. Demographic 

insights further reinforce the generational divide, 

where younger, more tech-savvy users exhibit 

greater trust in digital banking platforms than older 

customers. Despite the widespread adoption of 

digital channels, challenges, such as cyber security 
concerns, limited digital literacy, and inconsistent 

customer support, remain barriers to building 

universal trust. Therefore, banks must adopt a 

customer-centric digital strategy that combines 

technological innovation with personalized 

services, robust security frameworks, and targeted 

educational initiatives. By addressing these critical 

factors, Indian banks can enhance their trust, drive 

deeper digital engagement, and ensure sustainable 

growth in a rapidly evolving financial ecosystem. 

Thus, this study reinforces the need for a balanced 
approach to digital transformation that prioritizes 

both technological excellence and human-centric 

trust-building practices. 

Policy Implication 

                         This study’s findings have 

important policy implications for enhancing digital 

trust in the Indian banking sector. Policymakers 

should prioritize the development of robust digital 

infrastructure across all banks, especially in public-

sector institutions, to ensure uniform service 

quality. Cybersecurity frameworks must be 

continuously updated and digital literacy programs 

should be introduced to educate users across age 
and socioeconomic groups. Regulatory bodies, 

such as the RBI, should enforce standardized 

digital service benchmarks and encourage 

innovation without compromising data privacy. 

Inclusive digital policies help bridge the trust gap, 

promote equitable access, and ensure the long-term 

success of digital banking in India. 
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