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The banks have been making extensive use of computing and communication technologies to reap the real
benefits of state-of-the-art technology in numerous forms such as gain in efficiency, productivity,
profitability, cost-reduction, better in-house management of resources and up-to-date availability of
information for better strategic decision making. Information technology has blurred the physical
geographical boundaries of the traditional banking system. The modern banking services are available 24
hours a day and 7 days a week. The Automated Teller Machine (ATM), a self-service electronic teller
machine is one of them which has replaced the traditional human teller in the bank branches. It offers
cash withdrawal/deposit at the convenience of the customers and emerging as alternative service delivery
channel in semi-urban areas of Himachal Pradesh. This paper has tried to bring the real picture of
deployment of ATMs by the banks and their corresponding usage by the customers in addition to factors
behind their adoption and cash withdrawal per month.

INTRODUCTION
The evolution of Automated Teller Machine (ATM) has made banking service

flexible, convenient and within the reach of customers 24 hours a day. Before ATMs, many
banking activities such as withdrawal of cash and balance enquiry etc. required face-to-face
interaction with customer. This was time-consuming and coupled with restricted banking
hours it led to limited operations. Further, the manual processing of transactions has been
proving very costly in terms of tellers’ (employees) wages/pensions, cost of maintaining the
branch premises and other operational expenses. The ATM has replaced the human teller.

The cost per transaction has fallen down significantly. The Regional Manager
(Systems) of Punjab National Bank, Hamirpur, Himachal Pradesh, Mr. SN Sharma says,
“The viability of an ATM depends on various factors such as location, space occupied,
servicing costs, data transmission costs and hits per day. A cash withdrawal on the counter
costs Rs. 30 to Rs. 50 whereas one ATM transaction costs Rs. 18 if the number of hits per
day is about 150 and Rs. 14 for more than 200 hits per day”. This shows that branch banking
is costly as compared to electronic channel and cost per transaction reduces as the usage of
ATM increases. Hence the deployment of ATMs is proving cost effective to the banks and
convenient to the customers. The original ATM machine was a simple cash dispenser but
today’s banks have been installing sophisticated ATMs that have the facility to scan cheques,
dispense cash, apply for loans and face-to-face discussion with a service representative via
video (Jordan and Katz, 1999).

REVIEW OF LITERATURE
Roy (2001) observed that the growth of ATMs in the next two to three years would

depend on back-end infrastructure and networking. If the rate of growth in back-end
infrastructure and networking is the same as in last two years, growth in ATMs should
definitely be 40-50 percent every year over the next few years. The total cash movement
through ATMs in India was between Rs. 35,000 crore and Rs. 40,000 crore every year.
Normally, Indians drew on an average Rs. 1,300 to Rs. 1,400 per ATM transaction.



De and Seth (2004) observed that during the year 2003, the total ATMs base was
7,500 which rose to 11,000 in the year 2004. In addition, numerous non-banking functions
like utility payments and routine transfers are also available on ATMs.

ATM Market Place (2005) cited that the State Bank of India had approximately 10
lakh ATM transactions per day in contrast to less than 2 lakh transactions till the year ended
March, 2003.

RBI (2007) reported that total installed ATMs were 47.5 percent of the total physical
branches (57,042) in India as on March 31, 2007 in which 45.4 percent ATMs were off-site
ATMs and remaining 54.6 percent on-site ATMs.

BankNet (2007a) observed that more people had been moving towards ATM for their
banking needs. Number of ATMs installed in India grew by almost 20%, from 17,642 in
March, 2005 to more than 21,000 by March, 2006. The ATM market in India is not saturated.
Though the concentration of ATMs is greater in metros, the demand is growing for other
cities as well as rural areas.

BankNet (2007b) concluded that the wide acceptance of ATMs by consumers,
introduction of biometric ATMs and increasing scope of value-added ATM services would
keep the momentum of the growth in the Indian ATM industry. The customers have now the
flexibility of using ATMs of other banks, as most of the banks are part of major interbank
networks like CashTree, Cashnet and BANCS.

BankNet (2007c) reported that majority of people (95%) now prefer ATM to
traditional modes of banking. 60% people use ATMs at least once a week. Increased ATM
usage is due to flexibility, as most of the banks are part of major interbank networks like
National Financial Switch (NFS), Mitr, BANCS, CashTree and Cashnet.

Financial Express (2008a) reported that the State Bank of India has the largest ATM
network in the country with 8,460 ATMs and covering even remote corners of the country.
They are enabled for various value added services like payment of utility bills, SBI card bill
payment, SBI Life premium payment, donation to trusts and temples and funds transfer. The
bank has plans to scale up its ATM network to 15,000 by March, 2009 and 25,000 by March,
2010.

Financial Express (2008b) highlighted that Corporation Bank has become the first
public sector bank to launch National Electronic Funds Transfer (NEFT) through ATMs. This
facility caters to the personal needs of individual debit cardholders, especially savings
account customers and will enable them to remit the required amount within two hours.

RESEARCH OBJECTIVES
The study seeks to answer the following research questions:
1. To study the growth in deployment of Automated Teller Machines in Semi-Urban Areas

of Himachal Pradesh.
2. To analyse the factors behind adoption of ATMs among IT-savvy and non IT-savvy

customers.
3. To study the usage and average cash withdrawal per month by the customers in semi-

urban areas of Himachal Pradesh.
To answer the first question, the study examines the district headquarter-wise (semi-urban

area) position of ATMs in Himachal Pradesh and makes comparison among four main
categories of banks namely State Bank Group, Nationalised Banks, Other Scheduled
Commercial Banks and Cooperative Banks.

To analyse the factors behind adoption of ATM among the two categories of customers,
the study will examine their opinion statements. They were asked the reasons for preferring
this channel to traditional banking service. The ATM adoption factors are related to time
saving, 24 hrs service availability irrespective of location and other value added services etc.



To study the usage and average cash withdrawal per month, the study examines the
responses of the customers related to their ATM habits.



RESEARCH METHODOLOGY
Scope of Study

The study is based on four main categories of banks: State Bank Group, Nationalised
Banks, Other Scheduled Commercial Banks and Cooperative Banks at twelve district
headquarters (semi-urban Areas) of Himachal Pradesh. The time period for this study, to
analyse the growth in deployment of ATMs is seven financial years, i.e. 2000-01 to 2006-07.

The population of this study includes four categories of banks that have deployed
ATMs in semi-urban areas of Himachal Pradesh and their customers using this service
delivery channel.

Sampling Unit
The study is based on a census survey of 143 bank branches of State Bank Group,

Nationalised Banks, Other Scheduled Commercial Banks and Cooperative Banks in semi-
urban areas of Himachal Pradesh to determine the exact position of ATM deployment.
Further, a convenience sample of 1,573 customers (at least 10 customers from each branch)
from the four categories of banks was collected to study factors behind adoption, usage and
average cash withdrawal.

The data collection process was carried out by visiting all bank branches at district
headquarters level in Himachal Pradesh. The data collection tools used were two self
designed questionnaires, one meant for customers to assess their adoption behaviour in terms
of usage, average cash withdrawal and factors behind adoption of ATM service, and second
questionnaire meant for bank managers to study the growth in deployment of ATM service in
semi-urban areas. The items of the questionnaires were designed after intensive review of
literature. The questionnaires for customers as well as bank officers had specific number of
questions in a definite order to collect their responses. There were two types of questions in
the questionnaires, namely open ended and close ended.

Customer Profile
The sample of 1,573 customers collected from district headquarters of Himachal

Pradesh had 57.3 percent customers of Nationalised Banks followed, by 20.3 percent of State
Bank Group, 13.3 percent of Cooperative Banks and 9.1 percent of Other Scheduled
Commercial Banks.

RESULTS AND DISCUSSION
ATM Deployment Initiatives in Semi-Urban Areas of Himachal Pradesh

Three categories of banks namely State Bank Group, Nationalised Banks and Other
Scheduled Commercial Banks had deployed their ATMs in Himachal Pradesh. The
Cooperative Banks have not started this service yet. The ATM cum debit card service is the
prime facility being availed by the customers in Himachal Pradesh using ATMs. The
Nationalised Banks such as the Bank of India, the Indian Bank, the Indian Overseas Bank and
the Vijaya Bank don’t have their own ATMs but are providing debit card facility to their
customers in collaboration with other banks and use their ATMs under various alliance
names such as “MITR” and “CashTree” etc. Table 1 shows the list of banks providing ATM
cum debit card facility in semi-urban areas of Himachal Pradesh.



TABLE 1
List of Banks Providing ATM cum Debit Card Facility in Semi-Urban Areas of

Himachal Pradesh on January 31, 2007

Sr. No. Bank Name Sr. No. Bank Name
1. Bank of India 11. Vijaya Bank
2. Bank of Maharastra 12. State Bank of India
3. Corporation Bank 13. State Bank of Patiala
4. Indian Bank 14. ICICI Bank
5. Indian Overseas Bank 15. Axis Bank
6. Oriental Bank of Commerce 16. HDFC Bank
7. Punjab National Bank 17. IndusInd Bank
8. Syndicate Bank 18. Jammu & Kashmir Bank Ltd.
9. UCO Bank 19. IDBI Bank Ltd.
10. Union Bank of India 20. Centurion Bank of Punjab

Source: Primary data based on survey

It was observed that each district headquarter (semi-urban area) in Himachal Pradesh
had ATMs excluding Lahaul & Spiti (Kelong). The State Bank of India and Axis Bank were
the first banks in the public sector and private sector respectively to deploy their ATMs in
Himachal Pradesh. The position of installed Automated Teller Machines (ATMs) in
Himachal Pradesh as on December 31, 2006 is shown in Table 2.

TABLE 2
District Headquarters-wise (Semi-Urban Area) Position of Automated Teller Machines

in Himachal Pradesh on December 31, 2006

Sr.
No.

Districts Nationalised
Banks

State Bank
Group

Cooperative
Banks

Other
Scheduled

Commercial
Banks

Total
ATMs

ATMs
(in percent)

1. Bilaspur 0 1 0 0 1 1.67

2. Chamba 0 1 0 0 1 1.67
3. Hamirpur 1 2 0 0 3 5.00
4. Kangra

(Dharamshala)
1 3 0 0 4 6.67

5. Kinnaur
(Rekong-Peo)

0 1 0 0 1 1.67

6. Kullu 2 2 0 0 4 6.67
7. Lahaul & Spiti

(Kelong)
0 0 0 0 0 0.00

8. Mandi 1 2 0 0 3 5.00
9. Shimla 11 6 0 14 31 51.67
10. Sirmour

(Nahan)
0 1 0 0 1 1.67

11. Solan 2 2 0 3 7 11.67
12. Una 3 1 0 0 4 6.67

Total ATMs 21 22 0 17 60 --
ATMs (in percent) 35.0 36.7 0.0 28.3 -- 100.00

Source: Primary data based on survey

It was found that the district headquarters, Shimla, had 51.67 percent ATMs of the
total ATMs deployed at district headquarters in the state. This was followed by Solan district



headquarter having 11.67 percent ATMs, district headquarter of Una, Kullu and Kangra with
6.67 percent ATMs, both district headquarters Hamirpur and Mandi each had 5.00 percent
ATMs and remaining Bilaspur, Sirmour, Chamba and Kinnaur, each had 1.67 percent ATMs.
This indicates that customers in Shimla have good opportunity to avail ATM services.
Further, the State Bank Group was the largest deployer of ATMs at semi-urban areas of
Himachal Pradesh which had 36.7 percent ATMs followed by 35.0 percent of Nationalised
Banks and 28.3 percent of Other Scheduled Commercial Banks. The other Scheduled
Commercial Banks had deployed maximum number of ATMs in Shimla and Solan district
headquarters. In Shimla, the Other Scheduled Commercial Banks had 45.2 percent ATMs
followed by 35.5 percent of Nationalised Banks and 19.4 percent of State Bank Group.

Similarly in Solan, a semi-urban area, the other Scheduled Commercial Banks have
deployed 42.9 percent ATMs followed by 28.6 percent each by State Bank Group and
Nationalised Banks. State Bank Group is the largest deployer of ATMs in the state followed
by Nationalised and other Scheduled Commercial Banks. Further, it was also found that base
of ATMs of other Scheduled Commercial Banks was larger as compared to their physical
bank branches. Even Citibank has been providing its ATM service at Shimla without opening
its physical bank branch in any part of the state. This is because the ATMs are proving very
cost effective to the banks and is the favourite terminal choice of the customers. The Chief
Manager of State Bank of India claims, “The ATMs are another delivery channel for us on
which a customer can avail 24/7 banking service. Our ATM transactions stand at about 250-
300 per day on an average. The ATM meets its costs if total number of hits crosses 200 per
day.”

The ATM cum debit card service started in Himachal Pradesh during the financial
year 2000-01. The number of branches providing ATM cum debit card service in semi-urban
areas of Himachal Pradesh increased from two during the financial year 2000-01 to seventy
three during the financial year 2006-07 recording a Compound Annual Growth Rate (CAGR)
of 82.13 percent. Bank category-wise, CAGR of Nationalised Banks was 102.44 percent for
five financial years which was more than the total CAGR. The CAGR of State Bank Group
and Other Scheduled Commercial Banks was 74.26 percent and 49.13 percent respectively
for six financial years. Table 3 shows the bank category and year-wise growth in branches
providing ATM cum debit card service in semi-urban areas of Himachal Pradesh.

TABLE 3
Bank Category and Year-wise Growth in Branches Providing ATM cum Debit

Card Service in Semi-Urban Areas of Himachal Pradesh

Sr.
No. Bank Category

As on 31st March Branches
Total

(percent)

CAGR
(in

percent)
2001 2002 2003 2004 2005 2006 2007

1. Cooperative
Banks

0 0 0 0 0 0 0 17
(0.0)

(- -)

2. Nationalised
Banks

0 1 3 8 15 26 34 84
(40.5)

(102.44)

3. Other Scheduled
Commercial
Banks

1 2 2 3 6 10 11 13
(84.6)

(49.13)

4. State Bank
Group

1 2 6 12 17 23 28 29
(96.6)

(74.26)

Total Year-wise
Growth

2 5 11 23 38 59 73 143
(51.0)

(82.13)

Source: Primary data based on survey



Overall it was found that 51.0 percent bank branches were providing ATM cum debit
card service to customers in Himachal Pradesh. Further, most of the bank branches of State
Bank Group (96.6 percent) have been providing ATM cum debit card service to their
customers in semi-urban areas of Himachal Pradesh followed by 84.6 percent branches of
Other Scheduled Commercial Banks and 40.5 percent branches of Nationalised Banks. This
indicates that State Bank Group is the largest provider of ATM cum debit card service in the
state as compared to other Banks.

Bank category-wise, it was observed that other Scheduled Commercial Banks as well
as State Bank Group started this service during the financial year 2000-01 followed by
Nationalised Banks in 2001-02. The cooperative banks especially the Himachal Pradesh State
Cooperative Bank is very soon planning to start this service in the state. The ATM cum debit
card holders vary from branch to branch. It was found that 45.2 percent branches had 1000 to
3000 ATM cum debit card holders followed by 31.5 percent branches having less than 1000
and 23.3 percent branches having more than 3000 ATM cum debit card holders. Figure 1
shows ATM cum debit card holders of branches (in percent) in semi-urban areas of Himachal
Pradesh.

FIGURE 1
ATM cum Debit Card Holders of Branches (in percent) in

Semi-Urban Areas of Himachal Pradesh
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The viability of an ATM for the bank is dependent on number of hits per day. As the
number of hits on an ATM increase, the ATM becomes viable and cost effective to the bank.
It was found that 69.9 percent ATMs had less than 200 hits per day followed by 28.8 percent
ATMs recording between 200 and 450 hits per day and remaining 1.4 percent ATMs
observed more than 450 hits per day. This envisages that majority of ATMs are being
accessed by less than 200 customers per day. Hence banks should initiate some steps to
enhance the average daily hits on ATMs by motivating customers to use this self service
driven channel. Figure 2 shows the average daily hits on Automated Teller Machines in semi-
urban areas of Himachal Pradesh.



FIGURE 2
Average Daily Hits on Automated Teller Machines in

Semi-Urban Areas of Himachal Pradesh
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In terms of basic facilities and computer handling knowledge, it was observed that
69.9 percent customers had telephone connection, 28.4 percent customers had facility to use
computers, 26.0 percent customers had internet connection and 34.7 percent customers had
internet surfing knowledge. Further, 57.0 percent customers were non-IT savvy and 43.0
percent were IT savvy. Table 4 shows the bank category-wise characteristics (basic facilities
and computer knowledge) of customers’ data collected from semi-urban areas of Himachal
Pradesh.

TABLE 4

Bank Category-wise Characteristics (Basic Facilities and Computer Knowledge)
of Customers’ Data Collected from Semi-Urban Areas of Himachal Pradesh (in %)

Sr. No. Characteristics Overall Bank Category
CB NB OSCB SBG

1. Telephone Connection 69.9 12.5 57.6 9.6 20.2
2. Facility to Use Computer 28.4 13.5 53.8 9.2 23.5
3. Have Internet Connection 26.0 13.9 54.5 9.8 21.8
4. Internet Surfing Knowledge 34.7 11.2 54.2 10.3 24.4
5. Non IT Savvy Customers 57.0 13.6 58.3 9.3 18.8
6. IT Savvy Customers 43.0 12.9 56.1 8.9 22.2

Note: CB is Cooperative Banks, NB is Nationalised Banks, OSCB is Other Scheduled Commercial Banks,
SBG is State Bank Group

Source: Primary data based on survey

The 90.4 percent customers in the sample had saving bank account followed by 25.1
percent customers having fixed deposit account, 21.3 percent customers having current
account and 7.5 percent customers had recurring deposit account. Table 5 shows the bank
category-wise characteristics (accounts type holders) of customers’ data collected from semi-
urban areas of Himachal Pradesh.

TABLE 5



Bank Category-wise Characteristics (Accounts Type Holders) of Customers’
Data Collected from Semi- Urban Areas of Himachal Pradesh (in %)

Sr. No Characteristics Overall Bank Category
CB NB OSCB SBG

1. Saving Bank Account 90.4 14.1 57.2 8.4 20.3

2. Current Bank Account 21.3 10.7 55.8 11.0 22.4
3. Recurring Deposit

Account
7.5 20.3 53.4 7.6 18.6

4. Fixed Deposit
Account

25.1 12.7 54.7 10.9 21.8

Note: CB is Cooperative Banks, NB is Nationalised Banks, OSCB is Other Scheduled Commercial Banks,
SBG is State Bank Group

Source: Primary data based on survey

Analyzing bank branch visits per month, it was observed that 47.3 percent customers
are visiting the branch once in a month followed by more than three visits of 20.3 percent
customers. 17.7 percent customers visited the branch twice in a month, 10.6 percent thrice in
a month and 4.1 percent never in a month. Table 6 shows the bank category-wise
characteristics (bank branch visits per month) of customers’ data collected from semi-urban
areas of Himachal Pradesh.

TABLE 6
Bank Category-wise Characteristics (Bank Branch Visits per Month) of

Customers’ Data Collected from Semi-Urban Areas of Himachal Pradesh (in percent)

Sr. No Characteristics Overall Bank Category
CB NB OSCB SBG

1. None 4.1 -- 38.5 40.0 21.5

2. Once 47.3 12.1 56.7 7.9 23.3

3. Twice 17.7 17.9 58.1 6.1 17.9
4. Thrice 10.6 18.1 68.7 3.6 9.6
5. More Than Three

Times
20.3 12.2 56.1 11.0 20.7

Note: CB is Cooperative Banks, NB is Nationalised Banks, OSCB is Other Scheduled Commercial Banks,
SBG is State Bank Group

Source: Primary data based on survey

Further, 40.0 percent customers of Other Scheduled Commercial Banks never visited
their branch in a month followed by 38.5 percent customers of Nationalised Banks and 21.5
percent customers of State Bank Group. This indicates that these customers are using other
channels for banking services. In this aspect Other Scheduled Commercial Banks had an edge
over other Banks.

FACTORS FOR ADOPTION OF ATM CUM DEBIT CARD SERVICE
Out of 1,573 customers of various categories of banks, 65.8 percent customers did not

have the ATM cum debit card facility. This indicates that 34.2 percent card holders have been
making use of this service at district headquarters level in Himachal Pradesh. Out of these
34.2 percent ATM cum debit card holders, 57.0 percent card holders are non-IT savvy and
remaining 43.0 percent are IT savvy. This signifies that majority of ATM cum debit card
holders are non-IT savvy. There are some factors which generally affect the IT Savvy as well
as non-IT savvy customers in adopting ATM cum debit card service. This section analyses



the customers’ adoption behaviour w.r.t. following factors, ATM cum debit card service
saves valuable time, 24 hrs availability of banking service, availability of service irrespective
of location, convenient purchasing at Point of Sale terminals, and ATM cum debit card
service is provided by force by the bank, etc.

There is no need to stand in long queue for cash withdrawal and inquire check
account balance. It was observed that time saving attribute of this service had high impact on
the customers. 67.3 percent customers strongly agreed with the statement that use of ATM
cum debit card saves time in availing banking services, as compared to 27.3 percent who
agreed with it. This envisages that majority of customers adopted this facility because they
knew that it will save their time and there is no need to stand in long queues. Customer
category-wise, it was found that time saving nature of this service had very high impact on IT
Savvy card holders (98.7 percent) as compared to non-IT savvy (89.3 percent). The Table 7
shows the factors affecting the customers (IT savvy and Non-IT savvy) in adoption of ATM
cum Debit card service in semi-urban areas of Himachal Pradesh.

TABLE 7
Factors Affecting the Customers (IT savvy and Non-IT savvy) in Adoption of ATM cum

Debit Card Service in Semi-Urban Areas of Himachal Pradesh (in percent)

Factors Strongly
Disagree

Disagree Uncertain Agree Strongly
Agree

Time Saving

Non IT-Savvy Customers -- -- 10.7 38.9 50.4

IT-Savvy Customers -- -- 1.3 18.4 80.3

Overall -- -- 5.4 27.3 67.3

24 hrs Availability
Non IT-Savvy Customers -- -- 2.1 17.9 79.9

IT-Savvy Customers -- -- 0.3 11.2 88.5

Overall -- -- 1.1 14.1 84.8

Banking Service Irrespective of Location
Non IT-Savvy Customers -- -- 5.1 51.3 43.6

IT-Savvy Customers -- -- 3.6 8.9 87.5

Overall -- -- 4.3 27.3 68.4

Convenient Purchasing at POS Terminals
Non IT-Savvy Customers -- -- 50.0 38.0 12.0

IT-Savvy Customers -- -- 25.3 25.3 49.3

Overall -- -- 36.1 30.9 33.1

By Force
Non IT-Savvy Customers -- -- 9.8 34.6 55.6

IT-Savvy Customers -- 4.3 11.5 40.5 43.8

Overall -- 2.4 10.8 37.8 48.9

Source: Primary data based on survey

The ATM cum debit card ensures 24 hrs availability of banking service. This service
is not confined to the traditional timings of bank branches. 84.8 percent respondents strongly



agreed that they adopted ATM cum debit card due to 24 hrs availability of banking service,
followed by 14.1 percent who agreed to the statement. This concludes that 24 hrs availability
of banking service has been influencing majority of card holders in semi-urban areas of
Himachal Pradesh. Customer category-wise, it was observed that 88.5 percent IT savvy card
holders strongly agreed followed by 79.9 percent non-IT savvy. This shows that more IT
savvy card holders were conscious about the availability of 24 hrs banking service as
compared to non-IT savvy. Table 7 shows the factors affecting the customers in adoption of
ATM cum debit card service in semi-urban areas of Himachal Pradesh.

ATM cum debit card can be used at any location which provides flexibility to the
customers. It was found that majority of card holders (95.7 percent) adopted this service due
to availability of banking service at any location out of which 68.4 percent card holders
strongly agreed followed by 27.3 percent who agreed. Customer category-wise, it was
observed that 96.4 percent IT savvy customers were influenced by this factor out of which
87.5 percent strongly agreed followed by 8.9 percent who agreed whereas 94.9 percent non-
IT savvy customers were influenced by this factor out of which 43.6 percent strongly agreed
and 51.3 percent agreed. This concludes that majority of IT savvy ATM cum debit card
holders adopted this channel due to availability of banking service irrespective of location.

The ATM cum debit card ensures convenient purchasing at point of sale terminals, i.e.
big stores, shopping malls, restaurants and bars, etc. It was observed that use of ATM cum
debit card at point of sale terminals had influenced majority of card holders (64.0 percent).
Customer category-wise, it was observed that 74.6 percent IT savvy card holders were
influenced followed by 50.0 percent non-IT savvy card holders. This envisages that majority
of IT savvy card holders adopted this service because ATM cum debit card ensures
convenient purchasing at point of sale terminals.

It was observed during informal discussion with various bank officers that every year
banks are given targets to add new ATM cum debit card customers in their records. For the
sake of showing their efficiency to higher authorities and projecting good image in the market,
banks force their customers to avail this facility. Majority of ATM cum debit card holders
(86.7 percent) agreed that their banks provided this facility by force rather than on demand,
out of which 48.9 percent strongly agreed with the statement followed by 37.8 percent who
agreed to it. But 2.4 percent ATM cum debit card holders did not agree with this contention.
It indicates that majority of ATM cum debit card holders were provided this service on a trial
basis by their respective banks rather than they demanding it. Customer category-wise, it was
observed that 4.3 percent IT savvy card holders disagreed with above opinion that their banks
provided this service by force. But majority of non IT savvy card holders agreed that their
banks provided this facility by force. This concludes that IT savvy card holders were more
conscious about the usage of ATM cum debit card service as compared to non-IT savvy
customers.

In a nutshell, it is concluded that the majority of IT savvy card holders have adopted
ATM cum debit card service due to availability of numerous facilities which are not available
in the traditional branch banking system. This indicates that IT savvy card holders are more
aware about modern banking services as compared to non-IT savvy customers. The adoption
factors such as 24 hrs availability of banking service, time saving, convenient purchasing at
point of sale terminals and availability of banking service at any location, etc. had a high
impact on IT savvy customers. It was also found that the percentage of non-IT savvy card
holders was high as compared to IT savvy and they are also showing their interest in adopting
this service. It is concluded that there is a need to popularise ATM cum debit card service
among the non card holders, which were 65.8 percent of the total sample to make this service
an integral component of their lives.



Usage of Automated Teller Machine by the Customers
No doubt, there are numerous service delivery channels such as internet, telephone

and mobile phones but due to low availability of potential users and limited accessibility of
services, these channels are not getting popular. But ATM has been proving to be a major
change agent, which has transformed the traditional banking system into modern banking
system. It is a remarkable change which is being realised by everyone and a step towards the
deployment of advanced banking technologies.

Out of 34.2 percent ATM cum debit card holders, 77.3 percent card holders have been
using this facility/service at least once in a month and remaining 22.7 percent card holders
did not use this service. This indicates that majority of card holders have been using this
facility to avail modern banking service which is a source of encouragement to the banks. It
was found that 27.9 percent ATM cum debit card holders had been using their cards twice in
a month followed by 17.7 percent card holders using thrice in a month, 16.2 percent card
holders using it more than three times in a month and 15.6 percent card holders using once in
a month. This indicates that majority of ATM cum debit card holders (61.8 percent) have
been using their cards at least twice in a month. Figure 3 shows the per month usage by the
ATM cum debit card holders in semi-urban areas of Himachal Pradesh.

FIGURE 3
Per Month Usage by ATM cum Debit Card Holders in

Semi-Urban Areas of Himachal Pradesh
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Bank category-wise, it was observed that 28.4 percent ATM cum debit card holders of
Nationalised Banks have not been making use of their cards followed by 21.1 percent card
holders of Other Scheduled Commercial Banks and 17.0 percent card holders of State Bank
Group. This further indicates that 83.0 percent ATM cum debit card holders of State Bank
Group had been using this facility followed by 78.9 percent card holders of Other Scheduled
Commercial Banks and 71.6 percent card holders of Nationalised Banks.

It was also found that 31.9 percent ATM cum debit card holders of Nationalised
Banks had been using their cards twice in a month followed by 25.5 percent card holders of
State Bank Group and 23.9 percent card holders of Other Scheduled Commercial Banks.
Similarly, 19.5 percent ATM cum debit card holders of State Bank Group have been using
their cards thrice in a month followed by 17.9 percent card holders of Nationalised Banks and
13.8 percent card holders of Other Scheduled Commercial Banks. Figure 4 shows the bank
category-wise per month ATM usage in semi-urban areas of Himachal Pradesh.



FIGURE 4
Bank Category-wise Per Month ATM Usage in
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22.9 percent ATM cum debit card holders of Other Scheduled Commercial Banks had
been using their cards once in a month followed by 20.5 percent card holders of State Bank
Group and 7.9 percent card holders of Nationalised Banks. 18.3 percent ATM cum debit card
holders of Other Scheduled Commercial Banks have been making use of their cards more
than three times in a month followed by 17.5 percent card holders of State Bank Group and
14.0 percent card holders of Nationalised Banks. Hence there is a need to encourage
customers who don’t have ATM cum debit card to adopt this new channel by which banking
service can be availed at any time and at any location which is time saving and facilitates
purchasing at point of sale terminals. But the biggest challenge is to motivate those card
holders who did not use this facility by making them realise the usefulness of this service.

Average Cash Withdrawal per Month using ATM
ATMs in Himachal Pradesh are being used by the customers for withdrawal of cash.

Figure 5 shows the average cash withdrawal per month using ATMs in semi-urban areas of
Himachal Pradesh.

FIGURE 5
Average Cash Withdrawal per Month from ATMs

in Semi-Urban Areas of Himachal Pradesh
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It was observed that on an average 34.8 percent ATM cum debit card holders
withdrew more than Rs. 5,000 per month followed by 31.0 percent card holders who
withdrew between Rs. 2,000 and Rs. 5,000 per month and 11.2 percent card holders withdrew
less than Rs. 2,000 per month. 23.0 percent card holders didn’t use their cards to withdraw
cash. This concludes that majority of ATM cum debit card holders (65.8 percent) withdrew
cash of more than Rs. 2,000 per month using ATMs. The ATM cum debit card is also in use
by the customers for purchasing at point of sale terminals in Himachal Pradesh. It was
observed that 5.2 percent customers had been using their ATM cum debit card at point of sale
terminals.

CONCLUSIONS
The ATM is emerging as an alternative service delivery channel for banking in semi-

urban areas of Himachal Pradesh after making success stories in metros and urban cities of
India. That is why more than fifty percent banks in semi-urban areas of Himachal Pradesh
have been providing ATM cum debit card service to their customers. This is because the
banks have realised this as a cost effective channel and competitive agent.

The response of the customers towards adoption of this channel is still in its infancy
i.e. only 34.2 percent customers are using this service in which non-IT savvy customers are
more as compared to IT savvy customers in semi-urban areas. This indicates that there is a
need to popularise ATM cum debit card service among non card holders which are
approximately two third of the total customers’ population. No doubt, the first step was
initiated by the banks by providing ATM cum debit card to the customers free of cost on trial
basis so that the customers may realise the need of this service. The next step is to be taken at
the customers’ end by adopting this service in large numbers.

Keeping in view the geographical conditions of Himachal Pradesh, the mobile ATM
scheme can be implemented to provide electronic banking service. These mobile ATMs
should be under the control of nearest bank branch and connected with bank’s main server
using Virtual Satellite Aperture Terminals. This would help the banks to penetrate deeper into
rural areas and earn good profit apart from intangible benefits such as higher level of
customer satisfaction etc.

The number of educated unemployed youth has been increasing continuously in
Himachal Pradesh. This youth can be given employment opportunity by providing them a
license to run ATM in un-banked rural areas of the state after thorough verification of
antecedents and analysis of their history. This move will help the banks to penetrate deeper
into rural areas, generate deposits with no additional manpower to handle banking operations,



save the hassle of hiring premises to install ATMs, security and other management issues.
The engagement of youth will not only help the banks to increase profitability and
productivity but also the state government to alleviate unemployment.

There is a need to increase the awareness level among non card holders by educating
them, making them realise its usefulness and introducing some value added services. This can
be done in following ways:

 Deploy new ATMs near bus stands, hospitals, post-offices, commercial locations,
tourist places and universities/colleges/ schools etc. to enhance the usage of ATMs in
the state. The ATMs should be made more user-friendly and secure by introducing
touch screen panel, voice recognition system, use of biometric security technologies
such as detection of finger prints/eye retinas instead of entering personal identification
number etc. Definitely this move will enhance the usage of ATMs among customers
and the overall deployment cost will come down further.

 The road transport is the most commonly used mean to travel in a hilly state like
Himachal Pradesh. It is suggested that ATMs should be modified to issue tickets and
reserve seats for bus journey because ATM is the most used electronic banking
channel in the state. This will facilitate Himachal Road Transport Corporation (HRTC)
to transfer the funds online at the end of the day with complete reconciliation of
accounts, reduced cash handling risk at the counters and availability of database for
generation of various strategic reports. Further, it will help the customers to get tickets
through ATMs anytime and anywhere without waiting in long queues.

 Since ATMs are the major point of contact for the customers in Himachal Pradesh, it
is suggested that these Automated Teller Machines should be modified to Automated
Multi Facility Machines (AMFM) which may have the facilities like
withdrawal/deposit of money, value added services such as tax guidance plans,
collection and deposit of challans, availability of forms for driving license and ration
cards, admission/ examination forms, prospectus and fee deposit in addition to
availability of results of various boards and universities. This will help the banks to
generate revenue, better manage resources, seamless flow of cash and higher
satisfaction level of the customers.

 Himachal Pradesh is a hilly state and it has very beautiful tourist places. Throughout
the year, numerous tourists from all over the world visit these places. There is a need
to deploy ATMs at these places and provide connectivity on national/international
networks using services of big players in credit and banking sector such as Visa,
Maestro, Cyrus etc. This will facilitate to develop tourism in the state. In addition to
above, the ATMs should also have the provision to convert one currency into another
and identification of fake currency etc.
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