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Abstract
The banking sector has undergone significant transformation with the introduction of technology-based services such as Automated Teller Machines (ATMs). ATM services provide convenience, speed, and accessibility to customers. The present study examines customer satisfaction towards ATM services in Umbergaon Taluka. Primary data was collected from 150 bank customers using a structured questionnaire. The study evaluates satisfaction based on convenience, security, availability of cash, ease of use, speed of transactions, and grievance handling. The findings indicate that customers are generally satisfied with ATM services, but issues such as cash unavailability, machine downtime, and technical errors reduce satisfaction. Suggestions are provided for improving ATM efficiency and customer experience. Similar studies in India have found reliability, responsiveness, security, and convenience to be major drivers of ATM satisfaction. 
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I. INTRODUCTION
Banking technology has changed the way customers access financial services. ATM stands for Automated Teller Machine. It is an electronic banking machine that allows customers to withdraw cash and perform basic banking transactions without visiting a bank branch. ATMs enable customers to withdraw cash, check balances, transfer funds, and perform basic banking operations 24/7 without visiting branches. ATM services reduce waiting time and improve convenience.
In semi-urban and rural regions like Umbergaon Taluka, ATM usage is increasing due to salary accounts, DBT transfers, and growth in digital banking. Measuring customer satisfaction helps banks improve service quality and customer loyalty.

Features of ATM
· Transfer funds between linked bank accounts
· Receive account balance information
· Print recent transaction list
· Change ATM PIN
· Deposit cash
· Prepaid mobile recharge
· Bill payments
· Cash withdrawal

II. Review of Literature
Pradeep KC (2024) conducted a study titled “A Study on ATM Services and Customer satisfaction of commercial bank in Itahari, Sunsari Nepal” on 140 ATM users through convenience sampling method. Study found that customers were moderately satisfied with ATM services, and transaction charges and service reliability played a significant role in shaping satisfaction levels. Bhattarai, Gurung, and Maraseni (2024) conducted a study on “Determinants of customer satisfaction with ATM Services: Evidence from Commercial Banks in Pokhara, Nepal” on 153 ATM users through convenience sampling method. The results reveal that service efficiency and reasonable transaction charges had a positive and significant impact on customer satisfaction. Paramananda (2025) conducted a study on “The Impact of Automated Teller Machine Service Quality on Customer Satisfaction: A Quantitative Analysis” on 106 active ATM users of Bank Mandiri in Denpasar through convenience sampling to select participants. The results revealed that all measured dimensions of ATM service quality had a positive and significant impact on customer satisfaction, indicating that reliability, ease of use, and convenience are crucial factors in enhancing satisfaction levels among ATM customers. Muhammad Adnan Fraz and Asma Shabbir (2024) Conducted a study “Measuring the Mediating Role of Customer Satisfaction in Determining ATM Service Quality and Customer Retention” on 378 ATM users using self-administered Questionnaires and convenience sampling was employed. The results revealed that high ATM service quality significantly enhances customer satisfaction, which in turn improves customer retention. Joginder Goet (2020) conducted a study titled “Customer Satisfaction Towards ATM Service in the Nepalese Banking Sector” from 200 ATM users through a structured questionnaire through purposive sampling method. The results indicated that reasonable fees and ease of access significantly contributed to higher customer satisfaction. Chhemanand Joshi (2024) conducted a study on “Impact of Automated Teller Machine (ATM) Service Quality on Customer Satisfaction in Nepalese Commercial Banks” on 60 respondents. Key Finding was ATM service quality positively impacts customer satisfaction; proper functioning and availability significantly increase satisfaction. Najibullah Arshad, M. Y. Saleh, M. Farooqi & M. Z. Halimi (2024) conducted a study on “The Effect of Automated Teller Machine (ATM) on Customer Satisfaction of Digital Services Users at Selected Commercial Banks in Afghanistan. Key Findings were Positive relationship between ATM usage and customer satisfaction; recommended better strategic ATM placement for higher service levels. Shariff Babangida Mohammed, Abubakar Bala Abubakar Sadiq Usman (2024) conducted a study on The “Effect of Electronic Banking Service Quality on Customer Satisfaction in Deposit Money Banks”. Key findings were ATM and POS services positively affect customer satisfaction; suggests banks improve ICT infrastructure and ATM availability to enhance customer satisfaction. Hoque et al. (2024) (Bangladesh context) conducted a study on “Exploring the Nexus of ATM Service Quality, Customer Satisfaction, and Loyalty” on 300 respondents.  The key Findings were Service quality dimensions like functionality, convenience, design, security, customization significantly correlate with customer satisfaction; satisfaction strongly influences loyalty. Hoang Ha, Nguyen Thanh Vu &amp; Nguyen Dac Dung (2025) conducted a study on “ATM Service Quality Dimensions and Customer Satisfaction: A SEM-Based Study in Northern Mountainous Region of Vietnam”. Key Findings were four service quality dimensions had positive significant effects; eco-friendliness had a weaker effect. Focus should be more towards environment conservation.

III. Research Gap
Most studies focus on metros and large cities. Limited research exists on ATM satisfaction in local taluka regions such as Umbergaon.

IV. Research Methodology
Problem Statement
Despite increasing ATM usage, customers in Umbergaon Taluka may face issues such as machine failures, long waiting time, cash unavailability, and security concerns. Therefore, it is necessary to study customer satisfaction toward ATM services.
Objectives of the Study
1. To study customer usage of ATM services in Umbergaon Taluka. 
2. To measure customer satisfaction toward ATM services. 
Research Design
The researcher used descriptive research design to describe customer opinions regarding ATM services.
Data Collection
The study made use of primary and secondary data. A Primary data was collected through a structured questionnaire using face-to-face interaction with ATM users. A Secondary data were collected from websites, journals, research papers, books, and previous project reports.
Sampling Plan
Population - All bank customers using ATM services.
Sample Size – The sample of 150 respondents has been used.
Sampling Method - The study adopts a non-probability sampling method, specifically convenience sampling.
Tools used for data analysis
The data collected was analyzed through percentage analysis, mean score analysis and One Sample t-Test 

V. Hypothesis Testing
H0: Customers are not satisfied with ATM services.
H1: Customers are satisfied with ATM services.

VI. Analysis and Findings
The data collected using a structured questionnaire has been analyzed using appropriate statistical tools and have been presented below:

The demographic profile of the respondents has been shown in Table-I. It shows that male respondents are higher than female respondents using ATM. Majority of the respondents using ATM services falls in the Age group of 18 – 27 years and Graduate are high as compared to other education groups. Majority of the respondents are salaried persons which belong to monthly income fall under Rs. 15,000.
Table – I: Demographic profile of the respondents
	Demographics
	Frequencies
	Percentage

	Gender
	Male
	99
	66.00

	
	Female
	51
	34.00

	Age
	18 – 27
	91
	60.67

	
	28 – 37
	27
	18.00

	
	38- 47
	16
	10.67

	
	48 – 57
	13
	8.67

	
	Above 58
	3
	2.00

	Education
	Upto Primary 
	12
	8.00

	
	Higher Secondary
	50
	33.33

	
	Graduate
	68
	45.33

	
	Post Graduate
	16
	10.67

	
	Professional
	4
	2.67

	Occupation
	Student
	18
	12.00

	
	Salaried Person
	95
	63.33

	
	Fishing Business
	5
	3.33

	
	Other Business
	27
	18.00

	
	Professional
	5
	3.33

	Monthly Income
	Upto Rs. 15,000
	112
	74.67

	
	Rs.15001 - Rs. 25000
	23
	15.33

	
	Rs.25001 - Rs. 50000
	12
	8.00

	
	Above Rs.50000
	3
	2.00



The respondents were also asked about their monthly frequency of usage of ATM cum debit card. About 51% of respondents surveyed reported that they were using ATM services for about 1 to 4 times in a month. About 28% of respondents are using only once in a month. An equal number of 7% respondents are using 5-8 times, more than 8 times in a month and not using at all. The details are given below in Table – II.
Table – II: Frequency of usage of ATM cum debit card in a month
	Frequency
	No. of respondents
	Percentage

	Once
	42
	28

	1-4 times
	77
	51

	5-8 times
	10
	7

	More than 8 times
	11
	7

	Not used
	10
	7



Testing of Hypotheses
In order to test the hypotheses formulated for the study One Sample t-test was carried out. Since customer satisfaction is measured through questionnaire responses on a 5-point Likert Scale, One Sample t-Test compares the sample mean satisfaction score with a neutral benchmark value. The test statistics and results are presented as follows:
Table III: Satisfaction Level
	Factor
	Mean Score (5)

	Convenience
	4.25

	Ease of Use
	4.10

	Transaction Speed
	3.95

	Security
	3.80

	Cash Availability
	3.35

	Complaint Handling
	3.10


Convenience (Mean = 4.25)
This is the highest mean score, indicating customers are highly satisfied with the convenience offered by ATM services and variables which measure convenience factors are ATMs are easily accessible, customers can use ATMs anytime (24/7), customers save time compared to visiting a bank branch and ATM locations may be near residential or market areas.
Ease of Use (Mean = 4.10)
This high score indicates customers find ATM machines user-friendly and variables which measure ease of use are ATM screens and instructions are simple, customers can easily withdraw cash, check balance, etc. and most users are comfortable operating ATMs independently.
Transaction Speed (Mean = 3.95)
This score shows customers are fairly satisfied with the speed of ATM transactions and variables which measure transaction speed are transactions are usually completed quickly, waiting time may be reasonable and some delays may occur due to network issues or machine slowness.
Security (Mean = 3.80)
This indicates moderate to good satisfaction with ATM security and variables which measure security are customers feel somewhat safe using ATMs, presence of CCTV/security guard may help confidence and some concerns may still exist about fraud, card cloning, or unsafe locations.
Cash Availability (Mean = 3.35)
This is a relatively low score, indicating customer dissatisfaction or only average satisfaction and variables which measure cash availability are ATMs may often run out of cash, cash may be unavailable during weekends, salary days, or festivals and customers may need to visit multiple ATMs.
Complaint Handling (Mean = 3.10)
This is the lowest mean score, showing the weakest area of ATM service and variables which measure are complaints may not be resolved quickly, delays in refund for failed transactions, customers may face difficulty contacting support staff and lack of immediate assistance during ATM issues.



H0: Customers are not satisfied with ATM services. 
H1: Customers are satisfied with ATM services.
Table IV: One Sample t-Test for Customer Satisfaction
	Particular
	Value

	Sample Size
	150

	Test Value
	3.00

	Sample Mean
	3.76

	Standard Deviation
	0.82

	Calculated t-value
	11.36

	p-value
	0.000

	Result
	Significant


Interpretation:
Here null hypothesis is fail to accept. The hypothesis test confirms that customers in Umbergaon Taluka are satisfied with ATM services, as the observed mean satisfaction level is significantly above neutral.

VII. Conclusion
The outcome of the study revealed that most of the respondents who were surveyed were generally satisfied, especially with convenience and accessibility. However, service reliability, cash availability, and grievance handling require improvement. Banks that strengthen these areas can improve loyalty and satisfaction. Study also concludes that majority of respondents use ATM 1 – 4 times in month. 
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