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ABSTRACT

This study investigates the impact of digital banking
on financial inclusion within the Mumbai Suburban region, (RGN

the way for financial inclusion for small businesses

using the State Bank of India (SBI) as a case study. Mumbai
Suburban, a densely populated and economically diverse area,
presents unique challenges and opportunities for digital
banking adoption. A mixed-methods approach was adopted,
combining literature review, a structured survey of 100
respondents across different income and occupational groups,
and statistical analysis including descriptive and inferential
tools such as chi-square tests. The findings indicate that while
digital banking has significantly enhanced financial inclusion,
especially among high- and middle-income groups, considerable challenges persist for low-income and less
digitally literate populations. The study concludes with recommendations for enhancing digital literacy,
improving digital infrastructure, and developing tailored financial products to bridge the inclusion gap.
These insights are vital for policymakers, financial institutions, and other stakeholders aiming to promote
equitable financial inclusion.

KEYWORDS: Digital Banking, Financial Inclusion, Mumbai Suburban, State Bank of India, Digital
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INTRODUCTION

Digital banking has emerged as a transformative force in the financial services sector, offering
unprecedented access to banking facilities and services. As digital platforms become increasingly
integral to daily transactions, their role in promoting financial inclusion has garnered significant
attention. Financial inclusion, defined as the process of ensuring access to appropriate financial
products and services needed by vulnerable groups at an affordable cost, is crucial for the economic
development and empowerment of individuals.

The State Bank of India (SBI), India's largest public sector bank, has been a key player in driving
digital banking initiatives across the country. This study focuses on the Mumbai Suburban region, a vital
part of the Mumbai metropolitan area, characterized by a diverse demographic profile, including high-
income professionals, middle-income employees, low-income workers, and those in the informal sector.
Despite the region's urban setting, significant disparities in digital literacy and access to digital
infrastructure exist, affecting the overall financial inclusion landscape.

This research aims to provide a comprehensive analysis of the impact of digital banking on
financial inclusion in Mumbai Suburban, with particular emphasis on the adoption and utilization of
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digital banking services offered by SBI. By examining the benefits, challenges, and demographic
variations in digital banking adoption, the study seeks to identify key factors influencing financial
inclusion in this metropolitan area.

OBJECTIVE OF THE STUDY
The primary objective of this study is to evaluate the impact of digital banking on financial
inclusion in Mumbai Suburban, with a specific focus on services provided by the State Bank of India.
The study aims to:
1. Assess the level of adoption and usage of digital banking services among different demographic
groups in Mumbai Suburban.
2. ldentify the key factors influencing the adoption of digital banking, including digital literacy, income
levels, and access to digital infrastructure.
3. Analyse the benefits and challenges experienced by users of digital banking services, with an
emphasis on security concerns and user satisfaction.
4. Provide recommendations to enhance digital banking adoption and financial inclusion, particularly
among underserved and vulnerable populations.

HYPOTHESIS
Null Hypothesis (HO)

There is no significant relationship between the adoption of digital banking services provided
by the State Bank of India and the level of financial inclusion in Mumbai Suburban.

Alternate Hypothesis (H1)
There is a significant relationship between the adoption of digital banking services provided by
the State Bank of India and the level of financial inclusion in Mumbai Suburban.

Literature Review

This section reviews national and international studies on digital banking and its influence on
financial inclusion, with a focus on urban centres. Research from the World Bank (2021) and the United
Nations (2022) highlights the critical role of digital banking in expanding access, particularly in
underserved areas. Indian studies by the RBI and SBI emphasize the adoption of mobile banking and
digital wallets among urban populations.

Challenges unique to Mumbai Suburban include high population density, digital literacy
disparities, and inconsistent internet connectivity. Claessens and Rojas-Suarez (2020) underscore that
even urban environments can experience financial exclusion due to these socioeconomic divides.

Digital Banking and Urban Financial Inclusion

Urban areas, especially in developing countries, often exhibit a complex landscape of financial
inclusion. The literature indicates that while urban residents generally have better access to financial
services, significant disparities exist within metropolitan regions. Studies have shown that digital
banking can bridge these gaps by offering convenient and cost-effective access to banking services
(World Bank, 2021).

Challenges in Metropolitan Areas

Mumbai Suburban, as part of the larger Mumbai metropolitan area, faces unique challenges.
These include high population density, varied socioeconomic statuses, and the coexistence of formal
and informal economic activities. The State Bank of India's role in this context is critical, as it serves a
broad spectrum of customers, from high-income professionals to low-income daily wage earners. The
area's infrastructure and digital connectivity also play significant roles in the adoption and usage of
digital banking services (Claassen & Rojas-Suarez, 2020).

Journal for all Subjects : www.lbp.world



DIGITAL BANKING AS A CATALYST FOR FINANCIAL INCLUSION: A STUDY OF .............. VOLUME - 15 | ISSUE - 6 | JULY- 2025

Survey Methodology

To understand the impact of digital banking on financial inclusion in Mumbai Suburban, a
survey was conducted with 100 respondents representing different demographics within the area. The
respondents included individuals from various income groups, occupations, and education levels.

Survey Design and Implementation

The survey utilized a structured questionnaire focusing on the use of digital banking services,
the frequency of use, satisfaction levels, perceived barriers, and the benefits experienced. The survey
was administered both online and in person to ensure inclusivity and representativeness.

Data Analysis
The data analysis provides a breakdown of the survey findings, highlighting trends and insights

specific to the Mumbai Suburban area.

Table 1: Demographic Breakdown of Survey Respondents in Mumbai Suburban

‘ Demographic Segment H Number of Respondents H Percentage ‘
‘High-lncome Professionals H 25 H 25% ‘
‘Middle-lncome Employees H 30 H 30% ‘
‘Low-lncome Workers H 25 H 25% ‘
‘Self—Employed/Informal Sector H 20 H 20% ‘
[Male | 55 | 55% |
‘Female H 45 H 45% ‘
Table 2: Adoption and Satisfaction with Digital Banking Services in Mumbai Suburban
‘ Service "High-lncome"Middle-lncome"Low-lncome"Self-EmployedHOverall‘
Mobile Banking [ 95% | 8% || s5% | 60w | 73% |
Online Banking [ 90% | 80% || s0w | 55% | 69% |
[USSD Services [ 10% || 20% || 40w | 35% | 26% |
Satisfaction with Services| 85% | 75% || 60% ||  65% | 71% |

Statistical Hypothesis Testing:

Null Hypothesis (Hp): There is no significant difference in the mean satisfaction levels between
high/middle-income groups and low-income/informal sector users using digital banking services
provided by SBI.

Alternate Hypothesis (H;): There is a significant difference in the mean satisfaction levels between
high/middle-income groups and low-income /informal sector users using digital banking services.

Results from T-test and Z-test:
T-test Statistic: 7.34

T-test p-value: 5.65 x 1078
Z-test Score: 7.34

Z-test p-value: 2.20 x 1073

Conclusion: Since p < 0.05 in both tests, we reject the null hypothesis. There is a significant difference
in satisfaction levels across income groups.
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Satisfaction Levels by Income Group
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Key Findings

e Adoption Rates: Adoption rates of digital banking services vary significantly across income groups.
High-income professionals and middle-income employees show high levels of adoption, particularly
for mobile and online banking. In contrast, low-income workers and those in the informal sector
exhibit lower adoption rates, with a notable reliance on USSD services due to limited access to
smartphones and internet connectivity.

o Digital Literacy and Accessibility: The survey highlights a correlation between digital literacy and
income levels. High and middle-income groups generally possess higher digital literacy, facilitating
greater usage of digital banking services. Conversely, low-income and self-employed respondents
face challenges related to digital literacy and access, affecting their adoption rates.

e Infrastructure and Connectivity: Despite Mumbai Suburban's urban setting, there are pockets
with inadequate digital infrastructure, affecting consistent access to digital banking. This issue is
particularly pronounced in low-income areas, where internet connectivity and smartphone
penetration are lower.

¢ Perceived Benefits and Challenges: Respondents cited convenience and time-saving as major
benefits of digital banking. However, concerns about security and lack of personalized service were
commonly noted, particularly among older and less tech-savvy individuals.

DISCUSSION

The discussion explores the implications of the findings for financial inclusion in Mumbai
Suburban. The results indicate that while digital banking has made substantial inroads in promoting
financial inclusion, significant disparities remain, particularly along income and occupational lines. The
data supports the hypothesis that digital banking, facilitated by SBI, has enhanced financial inclusion
but also highlights the persistent barriers faced by lower-income and less digitally literate populations.

The findings are consistent with broader trends observed in metropolitan areas globally, where
digital banking adoption is uneven and influenced by socioeconomic factors. The study adds value by
providing a localized perspective on these issues, offering insights into the specific challenges and
opportunities within Mumbai Suburban.

CONCLUSION AND RECOMMENDATIONS

The study concludes that while digital banking initiatives by the State Bank of India have
positively impacted financial inclusion in Mumbai Suburban, targeted interventions are necessary to
address the gaps identified. Recommendations include:

1. Targeted Digital Literacy Programs: Implementing focused digital literacy campaigns in low-
income and informal sector communities can enhance understanding and usage of digital banking
services.

2. Infrastructure Development: Improving digital infrastructure, particularly in underserved areas,
is crucial for facilitating access to digital banking.
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Customized Financial Products: Developing accessible and affordable digital banking solutions
tailored to the needs of low-income groups can help bridge the inclusion gap.

4. Enhanced Security Measures: Strengthening security protocols and conducting awareness
campaigns on safe digital banking practices can alleviate concerns and build trust among users.
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