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Abstract: 

This study investigates the influence of customer satisfaction with digital banking interfaces on operational 

efficiency and Business performance in selected Indian public sector banks, namely Punjab National Bank, Union 

Bank of India, and Canara Bank, over the period 2019–2023. A mixed-methods research design was adopted, 

combining primary data collected from 120 bank customers using structured questionnaires with secondary data 

obtain from bank annual reports and Reserve Bank of India publications. The analysis indicate that key 

dimensions of digital banking interfaces such as ease of use, platform reliability, and perceived security have a 

significant influence on customer satisfaction, which in turn mediates improvements in operational efficiency, 

cost reduction, profitability, and customer retention. Among the identified factors, perceived security and ease of 

use exhibit the most substantial impact on satisfaction levels. The comparative results further indicate that Canara 

Bank recorded relatively higher digital customer satisfaction score along with better operational and business 

performance during the study period. The study highlights the strategic role of user-centric digital interface design 

in enhancing banking efficiency and financial outcomes, and offer practical implications for policy formulation, 

digital transformation initiatives, and interface development in large public sector banks. 

Keywords: Digital Banking, Customer Satisfaction, Public Sector Banks, User Experience, Operational 
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1. Introduction 

Over the past decade, the Indian banking sector has 

undergone a significant digital transformation, 

particularly within Public Sector Banks (PSBs). The 

widespread adoption of mobile banking 

applications, internet banking services, and unified 

payment interfaces (UPI), systems has 

fundamentally changed customer interaction, 

shifting it from traditional branch banking services 

to digital channels. As reported by Mckinsey (2023), 

more than 40% of customer interactions in Indian 

banks are now conducted through digital platforms, 

reflecting the growing emphasis on technological 

integration. In response, PSB have increasingly 

invested in technology such as fintech 

collaborations, cybersecurity infrastructure, and 

Artificial Intelligence enable customer support 

services. This transformation is evident in banks 

such as Punjab National Bank, Union Bank of India, 

and Canara Bank, which have implemented mobile 

banking applications, advance internet banking 

platforms, and AI driven chatbots to enhance 

customer service accessibility and streamline 

operational processes. 

1.1 Problem Statement:    

The rapid expansion of digital banking services has 

significantly reshaped customer-bank interactions, 

particular within public sector banks. Despite the 

availability of mobile banking applications, internet 

banking platforms, and UPI based services, 

important question persist regarding how specific 

dimensions of the digital banking experience-

namely ease of use, platform reliability, and 

perceived security influence customer satisfaction 

and subsequently affect bank performance 

indicators. While private sector banks have 

generally demonstrate grater proficiency and 

delivering intuitive and secure digital interfaces, 
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Public Sector Banks (PSBs) continue to face 

challenges in enhancing overall user experience 

Someshwar R. Bhogavkar, Aarti Laad, Shashikumar 

Bhambhani (2025). Inadequate digital experience 

and instances of customer dissatisfaction may lead 

to negative world-of-mouth and digital exclusion, 

potentially offsetting gains in operational efficiency 

J. Joshua Selvakumar (2015). However, there 

remains a notable gap in empirical research that 

quantitatively examines the relationship between 

digital customer satisfaction and financial as well as 

operational performance metrics within context of 

Indian PSBs. Therefore, this study seeks to evaluate 

how customer satisfaction with digital banking 

interfaces influences operational efficiency and 

business performance in selected public sector 

banks. 

1.2 Banks Studied:    

This study focuses on three major Public Sector 

banks—Punjab National Bank, Union Bank of India, 

and Canara Bank—which represent a significant 

share of India’s banking infrastructure and customer 

base. These banks underwent major consolidation 

under the Government of India’s banking 

amalgamation initiative and actively upgrade the 

digital interfaces post-mergers period. The selected 

banks have experienced their mobile banking 

applications, internet banking platforms and digital 

payment services, while also experiencing evolving 

operational and financial performance between 2019 

and 2023 (RBI, 2023).  

2. Literature Review 

2.1 Digital Transformation and Efficiency in 

Public Sector Banks 

Recent developments in digital banking have 

significantly impacted the operational and service 

delivery framework of Public Sector Banks (PSBs) 

in India. According to Sapna S (2024), the 

integration of mobile banking apps, UPI, and AI-

based customer interfaces has notably improved 

internal process efficiency and customer response 

time. In a study across PSBs and Private Banks, 

including PNB, Union and Canara Bank, it was 

found that digital adoption led to a measurable 

reduction in average transaction time and increased 

automation in credit approval cycles. Furthermore, 

digital interfaces enhanced transparency and 

minimized human error, directly contributing to 

operational efficiency and service reliability. 

These findings were echoed by Mrs G. Kiruthika, 

Dr. S. Muthumari (2024) and Prajwal Prafulrao 

Wadettiwar (2024) who evaluated the digital 

transformation journey of PSBs post-COVID-19. 

Their study highlighted a steady level of the cost-to-

income ratio during pre & post covid situation of 

digitized PSBs & Private banks and a 30.19% 

increase in digital transaction volumes within two 

years of implementing advanced digital tools. 

However, they also noted that success depended 

heavily on digital literacy among users and the user 

interface design of the platforms. 

2.2 User Experience Dimensions and Customer 

Satisfaction 

Customer satisfaction in digital banking is strongly 

influenced by the platform's usability, perceived 

security, and reliability. Prof. Kanchan Nathe (2025) 

emphasized that ease of use, interface consistency, 

and transaction reliability were primary drivers of 

user satisfaction in digital banking systems across 

developing countries. Their study revealed that 

customers using simpler, more intuitive interfaces 

rated their satisfaction higher and reported stronger 

loyalty toward the respective banks. Additionally, 

the perception of real-time responsiveness and low 

error rates reinforced customer trust and usage 

continuity. 

In the context of Indian banking, Sk Shahid Ahmed 

(2023) performed a regression analysis using 

random sample data from over 203 digital banking 

users of 31 branches from different bank in Kolkata. 

The results showed a strong positive correlation 

between customer satisfaction and loyalty, digital 

satisfaction scores and perceived bank profitability 

and innovation. Banks that consistently scored high 

on user experience also reported better customer 

retention rates and more cross-selling success in 

digital products like insurance and mutual funds. 

2.3 Cybersecurity Concerns and Digital Trust 

While the convenience of digital platforms is 

acknowledged, cybersecurity concerns remain a 

significant barrier to adoption and sustained usage. 
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Waliullah et al. (2025), in a cybersecurity-focused 

analysis, found that over 30% of PSB customers 

surveyed had hesitations about using mobile 

banking apps due to fear of data breaches and fraud. 

The study emphasized that perceived digital security 

is not just a technical challenge but a major 

psychological factor influencing satisfaction and 

loyalty. They recommended multi-layered 

authentication and enhanced transparency regarding 

user data handling as key trust-building measures. 

This theme is particularly relevant in the Indian PSB 

ecosystem, where many first-time users access 

banking through mobile platforms. Banks like PNB 

and Canara Bank have launched biometric-enabled 

apps and multilingual interfaces to bridge digital 

divides, but the security perception gap remains. 

2.4 Financial Outcomes of Digital Banking:  

Digital interface satisfaction also has measurable 

financial consequences. Sk Shahid Ahmed (2023) 

and Dr. Abhijit Chakraborty, Mr. Abhijit Ranjan 

Das, Bhavya P (2024) both identified a direct link 

between digital satisfaction and profitability metrics 

such as Return on Assets (ROA) and Net Interest 

Margin (NIM). For example, Kumar’s model 

indicated that banks with a high customer 

satisfaction index for digital services showed up to a 

15% improvement in ROA within three years. 

Moreover, satisfied users were more likely to retain 

their accounts and engage in additional banking 

services, boosting long-term profitability. 

Similarly, Dr. Anand Muley (2022) reported that 

Private bank customer have higher satisfaction 

rating (4.2 out of 5) with comparison PSBs (3.5) 

which highlight to fulfil the customer need in 

services quality and digital banking. On other way 

PSBs has several advantages like loyalty, faith, 

branch network, and government stake. 

2.5 Identified Research Gaps:  

Despite the growing body of literature on digital 

banking adoption, a clear empirical link between 

specific user experience (UX) dimensions—such as 

ease of use, reliability, and security—and key bank 

performance indicators like operational efficiency, 

profitability, and customer retention remains 

underexplored, especially for individual PSBs like 

PNB, UBI, and Canara Bank. Most studies provide 

aggregate industry-level insights or focus 

predominantly on private banks. Furthermore, few 

have examined digital satisfaction's temporal impact 

on performance trends from 2019 to 2023, 

particularly post-merger effects in public sector 

banks. 

This research, therefore, addresses this gap by 

evaluating how customer satisfaction with digital 

platforms affects the operational and business 

performance of three key Indian PSBs over a five-

year period. It uniquely combines primary 

perception data with secondary performance 

indicators to build a granular performance model. 

2.6 Research Aims and Objectives: 

The primary aim of this study is to evaluate the 

influence of customer satisfaction with digital 

banking interfaces on the operational and Business 

performance of selected Public sector banks. The 

specific objectives are: 

1. To analyse the relationship between ease of use, 

reliability, and security of digital interfaces and 

customer satisfaction. 

2. To access how customer satisfaction influences 

operational efficiency and cost reduction in the 

selected banks. 

3. To examine the impact of digital satisfaction on 

financial outcomes such as profitability and 

customer retention. 

4. To compare the digital performance and 

customer feedback of PNB, UBI, and Canara 

Bank during 2019–2023. 

2.7  Hypotheses 

H1: Ease of Use has a positive and significant 

influence on Customer Satisfaction. 

H2: Reliability of digital banking platforms 

positively influences Customer Satisfaction. 

H3: Perceived Security positively affects Customer 

Satisfaction. 

H4: Customer Satisfaction positively influences 

Operational Efficiency and Cost Savings. 

H5: Customer Satisfaction has a direct positive 

impact on Bank Profitability. 
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H6: Customer Satisfaction is positively associated 

with Customer Retention. 

3.  Methodology 

To investigate the relationship between digital user 

experience and bank performance, this study utilizes 

a mixed-method approach based on both primary 

survey data and secondary financial metrics. 

A combination of convenience sampling and 

stratified sampling was used to ensure both 

accessibility and regional representativeness. 

Respondents were selected from both urban and 

rural branches of the three banks in Junagadh, 

Rajkot and Keshod city, of Gujarat states where each 

of the selected PSBs has significant presence. The 

total sample size (N=120) was determined using 

G*Power analysis to ensure statistical power for 

Structural Equation Modeling (SEM) and multi-

group comparison (Faul et al., 2007). 

Primary Data: Collected using a structured 

questionnaire administered to 120 respondents—

approximately 40 from each bank: Punjab National 

Bank (PNB), Union Bank of India (UBI), and 

Canara Bank—during the second and third quarters 

of 2023. Respondents were selected from diverse 

user profiles, including savings and current account 

holders who regularly use mobile or internet 

banking. The survey focused on perceptions related 

to ease of use, reliability, security, overall 

satisfaction, and their perceptions of banking service 

improvements. 

Secondary Data: Obtained from the banks’ annual 

reports, Reserve Bank of India (RBI) statistical 

databases, and performance indicators available 

through investor presentations from 2019–2023. 

This included key metrics such as Operational 

Efficiency (transaction volumes, employee 

productivity), Cost-Income Ratio, and Return on 

Assets (ROA), Net Interest Margin (NIM), and 

Customer Retention Rates. 

3.1Questionnaire Design: 

The questionnaire was divided into four key 

sections: 

1. Demographics 

2. User Experience (UX) Perception Metrics: 

o Ease of Use 

o Reliability 

o Security 

3. Customer Satisfaction: 

o I am satisfied with the bank’s digital interface. 

o I would recommend this app to others. 

4. Perceived Impact on Bank Performance: 

o Digital services have reduced my need to visit 

branches. 

o I feel the bank is more efficient now than before. 

Each item was measured using a 5-point Likert scale 

ranging from 1 (Strongly Disagree) to 5 (Strongly 

Agree). The instrument included 15–20 items and 

was designed based on prior validated scales 

adapted from Parasuraman et al. (2005) and Davis 

(1989). 

A pilot study involving 30 respondents was 

conducted to test the clarity and reliability of the 

questionnaire. Cronbach’s alpha scores for all 

subscales (Ease of Use, Reliability, Security, and 

Satisfaction) exceeded the 0.70 threshold, 

confirming internal consistency (Nunnally & 

Bernstein, 1994). 

3.2 Data Analysis Techniques 

The data were analysed using SPSS and AMOS 

through a multi-stage procedure. First, Exploratory 

Factor Analysis (EFA) was employed to identify the 

underlying dimensions of digital user experience 

and customer satisfaction using principal component 

analysis with varimax rotation. This was followed 

by Confirmatory Factor Analysis (CFA) to validate 

the factor structure and examine model fit indices 

such as the Comparative Fit Index (CFI), Root Mean 

Square Error of Approximation (RMSEA), and 

Standardized Root Mean Square Residual (SRMR). 

Reliability analysis was conducted to assess the 

internal consistency of the constructs using 

Cronbach’s alpha, with values above 0.70 

considered acceptable (Hair et al., 2019). 

Descriptive statistics were used to present 

demographic characteristics and to compute mean 

and standard deviation values for the study 
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variables. Multiple regression analysis and 

Structural Equation Modeling (SsEM) were applied 

to test the proposed relationships among user 

experience dimensions, customer satisfaction, and 

performance indicators. The SEM framework 

enabled the estimation of both direct and indirect 

effects. Further, Analysis of Variance (ANOVA) 

was performed to examine differences in user 

experience and satisfaction levels among the three 

banks. In addition, time-series regression analysis 

was undertaken by linking annual aggregated 

satisfaction scores with bank-level financial 

indicators, including return on assets (ROA), cost-

income ratio, and net interest margin (NIM), for the 

period 2019–2023 to examine whether variations in 

digital customer satisfaction were associated with 

changes in financial performance over time. 

4. Conceptual Framework & Hypotheses 

This study adopts a conceptual framework that 

explores the influence of User Experience (UX) 

dimensions—specifically ease of Use, Reliability, 

and Security—on Customer Satisfaction with digital 

banking platforms. In turn, customer satisfaction is 

expected to impact key organizational performance 

metrics such as Operational Efficiency, Cost 

Savings, Profitability, and Customer Retention. This 

model is grounded in the Technology Acceptance 

Model (TAM) and extended through customer 

behavior theories (Davis, 1989; Parasuraman et al., 

2005). 

Key Construct Description 

Ease of Use (EoU) User-friendliness and intuitiveness of digital interfaces 

Reliability (Rel) Consistency and accuracy of platform transactions 

Security (Sec) Perceived protection of user data and transactions 

Customer Satisfaction(Cs) Overall satisfaction with digital services 

Operational Efficiency (Oe) Reduction in transaction times and costs 

Profitability (Prof) Metrics such as ROA and NIM 

Customer Retention (Cr) Ongoing use and loyalty 

5. Results 

5.1 Mean User Experience (UX) Scores per Bank 

As presented in Chart 1, the analysis of mean user 

experience (UX) scores revealed moderate to high 

satisfaction across all three banks, with Canara Bank 

scoring the highest overall average (4.12/5) across 

ease of use, reliability, and security dimensions. 

Punjab National Bank followed with 4.02, while 

Union Bank of India scored an average of 3.96. 

Among the individual UX dimensions, ease of use 

was rated highest by Canara users (4.25), followed 

by PNB (4.12), indicating that app design, 

navigation, and self-service features were 

particularly appreciated. Reliability scores remained 

consistent across banks (~4.0), while security 

perception was slightly lower in UBI (3.78), 

possibly due to user concerns around transaction 

authentication and password resets. This aligns with 

findings from Sapna S (2024), who emphasized the 

role of interface simplicity and consistent backend 

performance in sustaining digital engagement. 

5.2 Regression Analysis: UX Dimensions → 

Customer Satisfaction 

In Chart 2, regression analysis demonstrated that all 

three UX dimensions significantly predicted 

customer satisfaction (p < 0.01). Among them, 

security had the strongest beta coefficient (β = 0.41), 

followed by ease of use (β = 0.36) and reliability (β 

= 0.28). This suggests that while platform usability 

and system stability are crucial, trust in digital 

transaction security remains the most dominant 

predictor of overall satisfaction, echoing the 

conclusions of Waliullah et al. (2025). Notably, 

regression models across all three banks showed R² 

values between 0.52 and 0.59, indicating a moderate 

to strong explanatory power. These findings validate 

H1–H3, confirming that improvements in UX 

dimensions can positively influence customer 

satisfaction in public sector banking apps. 

5.3 Satisfaction and Operational Metrics (Cost-

to-Income Ratio) 

As shown in Chart 3, banks with higher digital 

satisfaction levels (as derived from survey means 
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and digital channel ratings) demonstrated a decline 

in cost-to-income ratio over 2019–2023, supporting 

H4. For example, Canara Bank—with the highest 

satisfaction score—reduced its cost-to-income ratio 

from 45.8% in 2019 to 41.0% in 2023, while PNB 

moved from 48.9% to 43.2%, and UBI from 47.5% 

to 42.6% in the same period. Regression results 

showed that a unit increase in digital satisfaction 

score corresponded to a 1.8%–2.4% reduction in 

cost-to-income ratio, consistent with operational 

improvements reported by Mrs. G.Kiruthika1, Dr. S. 

Muthumari2 (2024). These reductions were 

associated with increased use of online customer 

service portals, automated transaction processing, 

and reduced dependency on physical branches. 

5.4 Satisfaction and Financial Outcomes: 

Profitability and Retention 

Although Chart 4 is optional, narrative analysis 

confirms that customer satisfaction is positively 

associated with improved Return on Assets (ROA) 

and retention rates, validating H5 and H6. Canara 

Bank, for instance, which had the highest 

satisfaction score and digital engagement ratio 

(90.2% in 2023), also recorded the highest ROA 

(0.78%) and customer retention rate (89.1%). Union 

Bank and PNB followed similar trends, albeit with 

lower satisfaction scores and slightly lesser business 

performance. These results parallel the work of Sk 

Shahid Ahmed(2023) & Dr. Abhijit Chakraborty, 

Mr. Abhijit Ranjan Das, Bhavya P (2024), who 

found that improved digital experiences lead to 

stronger user loyalty and increased profitability 

through enhanced cross-selling opportunities and 

account activity. 

Retention rate regression further suggested that a 

0.1-point increase in satisfaction score could 

improve customer retention by approximately 0.6–

0.9%, strengthening the evidence that digital 

experience is a critical lever in long-term customer 

value. 

Hypothesis Statement Statistical Evidence Result 

H1 Ease of use has a positive and significant 

influence on customer satisfaction 

Regression analysis showed ease of use 

significantly predicts satisfaction (β = 

0.36, p < 0.01) 

Accepted 

H2 Reliability of digital banking platforms 

positively influences customer 

satisfaction 

Reliability significantly predicted 

satisfaction (β = 0.28, p < 0.01) 

Accepted 

H3 Perceived security positively affects 

customer satisfaction 

Security showed strongest effect (β = 

0.41, p < 0.01) 

Accepted 

H4 Customer satisfaction positively 

influences operational efficiency and 

cost savings 

Higher satisfaction associated with 

declining cost-to-income ratio (2019–

2023) 

Accepted 

H5 Customer satisfaction has a direct 

positive impact on bank profitability 

Higher satisfaction linked with 

improved ROA and business 

performance 

Accepted 

H6 Customer satisfaction is positively 

associated with customer retention 

Retention regression showed 

satisfaction improves retention (0.6–

0.9%) 

Accepted 

Table 1: Key Operational & Business Performance Metrics (2019–2023) 

Metric Year PNB Union Bank of India Canara Bank 

Cost-to-Income Ratio (%) 2019 48.9 47.5 45.8 

  2020 50.7 49.1 47.2 

  2021 48.3 46.8 44.9 

  2022 45.5 44 42.5 

  2023 43.2 42.6 41 

Return on Assets (ROA %) 2019 0.38 0.41 0.45 

  2020 0.32 0.35 0.4 

  2021 0.49 0.51 0.55 

  2022 0.61 0.64 0.68 

  2023 0.72 0.75 0.78 
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Net Interest Margin (NIM %) 2019 2.41 2.54 2.7 

  2020 2.39 2.47 2.66 

  2021 2.72 2.8 2.89 

  2022 2.96 2.98 3.01 

  2023 3.13 3.18 3.2 

Digital Transaction Ratio (%) 2019 73.5 71.2 72.6 

  2020 78.9 76.4 77.2 

  2021 83.1 81.3 82 

  2022 87.5 85.2 85.6 

  2023 91 89.8 90.2 

Customer Retention Rate (%) 2019 81.5 80.8 82 

  2020 83 82.1 83.2 

  2021 85.7 84.9 85.6 

  2022 87.1 86.5 87.2 

  2023 89.4 88.7 89.1 

 

Explanation of Key Metrics 

Cost to Income Ratio: This ratio indicates 

operational efficiency—a lower value means higher 

efficiency. Over five years, all three banks reduced 

this ratio significantly due to automation and digital 

transaction adoption. 

 

o Canara Bank showed the steepest decline (from 

45.8% to 41.0%). 

o This indicates successful integration of cost-

saving digital services. 

Return on Assets (ROA %) This Reflects financial 

profitability of the banks. ROA steadily improved 

for all banks, especially from 2021 onwards, 

aligning with increased digital uptake. 
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o PNB grew from 0.38% to 0.72%, a 89% rise 

over five years. 

o Canara maintained the highest ROA in all years. 

Net Interest Margin (NIM %) NIM is a key 

profitability indicator for lending institutions. 

Improvement in NIM suggests better asset-liability 

management supported by tech-based credit 

profiling. 

 

o All banks saw consistent annual growth. 

o Canara Bank reached 3.20% in 2023, the best 

among the three. 

Digital Transaction Ratio (%) This metric 

measures the percentage of total transactions 

conducted digitally (mobile, internet, ATM, UPI, 

etc.). 

 

o All banks exceeded 90% digital transactions 

by 2023. 

o PNB achieved the highest shift (from 73.5% to 

91%). 

Customer Retention Rate (%) Higher retention 

rates reflect better customer satisfaction and digital 

engagement. 
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• All banks gained ~8% retention over the study 

period. 

• PNB and Canara showed comparable 

improvements, confirming the role of enhanced 

digital interfaces. 

7. Discussion 

The findings of this study strongly support the 

proposed conceptual framework, highlighting that 

user experience (UX) dimensions—particularly 

security, ease of use, and reliability—significantly 

influence customer satisfaction, which in turn 

affects both operational efficiency and business 

performance in public sector banks. The impact 

pathway from UX → satisfaction → performance 

metrics confirms that investments in digital interface 

quality directly translate into measurable 

improvements in cost-to-income ratios, profitability, 

and customer retention. Among the three banks 

analysed, Canara Bank consistently outperformed 

PNB and Union Bank of India across most 

indicators, suggesting that a superior digital 

experience leads to stronger user loyalty and 

economic outcomes. 

These results align with prior research by Sk Shahid 

Ahme (2023), who found that digital satisfaction 

positively affects return on assets and customer 

lifetime value in both public and private Indian 

banks. Our study extends this by providing a bank-

specific, time-series perspective from 2019 to 2023, 

showing that Canara Bank’s stronger performance 

metrics (e.g., ROA and NIM) are closely associated 

with higher digital satisfaction scores and 

transaction migration ratios above 90%. Similarly, 

Dr. Abhijit Chakraborty, Mr. Abhijit Ranjan Das, 

Bhavya P (2024) emphasized that PSBs which 

digitized back-end processes alongside customer 

interfaces saw greater efficiency gains—reflected in 

our finding that digital satisfaction predicted a 

notable reduction in cost-to-income ratios. 

Importantly, the study also reveals moderating 

effects of key demographic and contextual variables. 

For example, security concerns were more 

pronounced among older users and rural 

respondents, especially in UBI, where satisfaction 

with authentication and fraud protection 

mechanisms was lower. This finding supports the 

arguments of Waliullah et al. (2025), who 

demonstrated that perceived cybersecurity strength 

was a critical trust factor influencing digital 

engagement. While PNB and UBI had similar levels 

of reliability in transaction execution, their overall 

satisfaction scores lagged behind Canara Bank, 

likely due to perceived gaps in app design, loading 

times, and multi-language support, which are 

especially relevant in rural and tier-2 markets. 

Another explanation for interbank differences lies in 

the timing and strategy of post-merger integration. 

Both PNB and UBI underwent significant system 

and branch consolidation efforts during the study 

period, which may have temporarily disrupted 

digital service continuity and customer trust, 

particularly in 2020–2021. In contrast, Canara 

Bank’s merger with Syndicate Bank was 

accompanied by an aggressive digital overhaul and 

customer re-onboarding program, likely boosting 

satisfaction and retention during the same period. 

Overall, this study confirms that UX-driven 

customer satisfaction is not a peripheral issue but a 

central driver of strategic banking performance in 
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the digital era. The clear and consistent patterns 

observed across operational and financial metrics 

emphasize the need for PSBs to invest not only in 

digital infrastructure but also in design, security 

features, customer education, and demographic 

customization to maximize returns on digital 

transformation. 

8. Conclusion & Implications: 

This study examined the influence of digital user 

experience—specifically ease of use, reliability, and 

security—on customer satisfaction and its 

subsequent impact on operational and business 

performance in three major Indian public sector 

banks: Punjab National Bank, Union Bank of India, 

and Canara Bank, over the period 2019–2023. The 

findings confirmed that customer satisfaction acts as 

a critical mediator between user experience and key 

performance metrics such as cost-to-income ratio, 

return on assets (ROA), and customer retention. 

Among the banks studied, Canara Bank consistently 

achieved higher digital satisfaction scores, which 

correlated with stronger profitability and retention 

trends, supporting the study’s core hypotheses. 

Practical Implications: 

For practitioners and policymakers in the banking 

sector, the study offers actionable insights: 

• User Experience (UX) improvements should 

prioritize intuitive navigation, responsive 

design, and minimal transactional friction. 

• Cybersecurity investments must focus not 

only on technical robustness but also on 

enhancing users’ perceived security, especially 

among rural and elderly demographics. 

• Employee and customer training programs 

are essential to bridge digital literacy gaps and 

boost adoption, particularly in regions lagging 

in digital readiness. 

Additionally, banks should consider localized 

interface customization (e.g., regional languages, 

voice-based menus) to improve accessibility and 

user trust. 

Theoretical Contributions:  

The study contributes to existing literature by 

offering an empirically validated framework linking 

UX variables to satisfaction and performance in the 

Indian PSB context. It extends Technology 

Acceptance Models and digital banking adoption 

theories by integrating financial metrics and 

longitudinal analysis, demonstrating that UX is not 

merely a functional issue but a strategic driver of 

organizational outcomes. 
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