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Abstract 
The rapid advancement of digital technologies is reshaping the banking industry globally, with 
India at the forefront of this transformation. This study examines how the shift from traditional 
banking to digital platforms affects customer satisfaction in the Indian banking context. We 
focus on key factors derived from literature and theory – technology readiness and time 
savings, accessibility, security and reliability, and customer support – and evaluate their 
influence on customer satisfaction. A descriptive research design was employed, with data 
gathered from 212 banking customers in India via a structured online questionnaire. Statistical 
analyses included descriptive metrics, reliability testing, correlation, regression, and chi-square 
tests. The findings reveal that accessibility (e.g., 24/7 account access, ease of transactions) and 
customer support (responsiveness of help desks and personnel) are the strongest predictors of 
satisfaction in digital banking. While customers highly appreciate the convenience and time-
saving benefits of digital services, they continue to value prompt human support for problem 
resolution. Technology readiness (customers’ comfort with using new digital tools) showed a 
positive but statistically insignificant effect on overall satisfaction, suggesting that even tech-
savvy users prioritize service quality over their own abilities. Security and reliability of digital 
banking services had a moderate impact; most users feel generally safe, but persistent concerns 
about data privacy temper their satisfaction. These results underscore that customer satisfaction 
in digital banking hinges not only on technological provision but also on service accessibility, 
perceived safety, and the continued availability of human support. The study concludes with 
recommendations for banks to adopt a hybrid strategy: combining seamless digital 
infrastructure with robust customer support and ongoing security assurances to foster long-
term customer trust and loyalty in the digital era. 
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1. Introduction 
In recent years, the banking sector has undergone a profound digital transformation, 
fundamentally altering how financial services are delivered and experienced. Around the 
world—and in India in particular—banks are integrating online platforms, mobile apps, and 
emerging financial technologies to meet changing customer expectations for convenient, 24/7 
banking access (Kumar & Singh, 2021; Riris Shanti, 2022). Digital banking—encompassing 
services like internet banking, mobile payments (e.g., India’s Unified Payments Interface), and 
app-based financial management—has grown from a niche offering to a cornerstone of modern 
banking operations. As of 2024, India’s digital finance ecosystem has expanded dramatically, 
with hundreds of millions of users conducting transactions via smartphones and digital 
channels, driven by improved internet connectivity and fintech innovations (Kaur & Singh, 
2019; Musau, 2022). This surge is not only enhancing financial inclusion by reaching 
previously unbanked populations but also intensifying competition among banks to provide the 
most seamless and user-friendly digital experiences (Riris Shanti, 2022; Kaur & Singh, 2019). 
Despite the optimism surrounding digital banking, the transition from traditional branch-based 
services to digital platforms presents significant challenges and uncertainties. Banks 
historically built customer trust through in-person interactions and personalized services; the 
move to digital interfaces risks reducing the personal touch and raises concerns about security 
and reliability of online transactions (Patange et al., 2025; Pristiyono et al., 2022). Customers 
may worry about data privacy, fear cyber-fraud, or feel alienated by automated systems that 
lack human empathy. In India, a diverse customer base—spanning urban early adopters to rural 
newcomers—means varying levels of technology readiness and comfort with digital self-
service. Not all customers find it easy to navigate new apps or resolve technical issues 
independently, and many still desire the reassurance of physical branches or live assistance 
when complex issues arise. Surveys have found that security concerns and the lack of 
personalized support remain barriers to full customer satisfaction (Raza et al., 2020; Ghosh, 
2020). 
These issues point to a central research problem: To what extent has digital transformation 
truly improved the banking customer’s experience, and which factors most influence their 
satisfaction in the digital realm? 
This study addresses this question by focusing on four critical dimensions of digital banking 
identified from both industry practice and academic literature: 
1. Technology readiness and time savings – the degree to which customers feel comfortable 

with and benefit from using digital technologies; 
2. Accessibility – the ease of accessing banking services anytime and anywhere; 
3. Security and reliability – the trust that digital banking is safe and consistently operational; 

and 
4. Customer support – the availability of assistance (human or automated) when customers 

face issues or need help. 
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Frequency of use of digital services is also considered as a contextual factor, given that more 
frequent users might have different satisfaction drivers than occasional users. The objective is 
to analyze how each of these factors relates to overall customer satisfaction with digital banking 
services. 

Figure 1 – Conceptual Framework 
Figure 1 illustrates the conceptual framework of the research. It is hypothesized that each of 
the four independent factors positively influences customer satisfaction, either directly or 
indirectly (e.g., through greater usage of digital channels). Customer support and accessibility 
are expected to be particularly influential in an emerging market context like India’s, where 
technology adoption is rapid but users’ service expectations remain high. 
To better understand the customer experience in India’s rapidly evolving digital banking 
landscape, the present study examines which aspects of digital service quality significantly 
influence customer satisfaction. Key constructs such as accessibility, technology readiness, 
security, customer support, and usage frequency are analyzed to derive practical insights. The 
objective is to offer evidence-based guidance that enables banking institutions to align 
technological progress with customer-centric service, thereby enhancing satisfaction, building 
trust, and fostering long-term customer loyalty in the digital era. 
2.  Literature Review 
Digital transformation in banking involves the integration of digital technologies—such as 
online portals, mobile apps, AI-based services, blockchain, and big data analytics—into all 
aspects of banking operations. This transformation significantly alters how banks deliver 
services, engage with customers, and restructure internal workflows. The literature identifies 
both opportunities and challenges arising from this evolution. 
Suresh (2021) highlighted the inevitability of digital banking, noting that while it offers 
efficiency and access, it also reduces the personal element of banking. Similarly, Swacha-Lech 
(2017) emphasized the operational challenges retail banks face when aligning digital initiatives 
with traditional frameworks, warning that fragmentation in service delivery may occur without 
a cohesive strategy. These early insights underscore the need for banks to implement customer-
centric digital transformation strategies that retain service quality while improving operational 
efficiency. 
Several studies have analyzed the key dimensions influencing digital banking satisfaction. 
Patange et al. (2025) found that customers value time-saving features and transactional ease 
but also express concern about privacy and loss of human interaction. Riris Shanti (2022) 
echoed these findings, stating that although digital platforms enhance convenience, they can 
compromise personalized service. Accessibility, or the ability to bank at any time without 
physical limitations, emerged as a significant driver of satisfaction. Kovalenko (2021), in a 
study of Ukrainian banks, emphasized the importance of anytime-anywhere access. However, 
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Kumar and Singh (2021) warned that accessibility remains uneven due to digital literacy gaps 
and infrastructure limitations, particularly in rural India. 
Technology readiness, defined by Parasuraman’s Technology Readiness Index (TRI), 
influences how quickly customers adopt and engage with digital banking tools. Kitsios et al. 
(2021) found that familiarity with technology and sufficient training improve user acceptance 
of digital innovations. In contrast, Tyagi and Sharma (2022) noted that older adults face 
usability issues due to low tech-readiness, suggesting that banks should invest in user-friendly 
designs and support services like tutorials to accommodate diverse demographics. 
Security and reliability are persistent concerns in digital banking. Musau (2022), analyzing 
Kenyan banks, reported that poorly implemented technologies can increase operational risks, 
while effective systems reduce fraud and improve trust. Pristiyono et al. (2022) argued that 
customer trust—built on robust security, encryption, and privacy—is vital to sustaining 
satisfaction and loyalty. This aligns with findings by Kaur and Singh (2019) and Raza et al. 
(2020), who identified perceived security as a key predictor of digital banking satisfaction. 
Customer support remains essential, even in automated environments. Hemachandra and 
Sharkasi (2021) observed that during the COVID-19 pandemic, increased reliance on digital 
platforms raised the demand for responsive assistance, particularly from first-time users. Ghosh 
(2020) found that hybrid support models—combining AI chatbots with access to human 
agents—achieve higher satisfaction rates. While AI is efficient for routine queries, customers 
still prefer human empathy and personalized help for complex concerns. 
Kadur and Supriya (2022) emphasized the shift in workforce dynamics within Indian banks, 
noting that fewer in-person roles are being replaced with remote support staff. Effective 
training is essential to equip employees for digital customer service roles. Their study 
highlighted the need for humanized digital engagement through options like live chat, 
personalized communication, and outreach initiatives that maintain relational depth despite 
reduced face-to-face interaction. 
Taken together, these studies demonstrate that digital transformation in banking is not solely a 
technological upgrade but a comprehensive rethinking of how banks interact with their 
customers. Achieving high customer satisfaction in a digital context requires a thoughtful 
balance: leveraging technology for efficiency and access, while ensuring human support, 
emotional engagement, and inclusive design remain central to the experience. 
Overall, the literature points to a comprehensive rethinking of how banks serve customers in 
the digital era. Success lies not only in adopting innovative technologies but also in ensuring 
inclusivity, trust, support, and emotional connection. A hybrid service model that combines 
efficiency with personalized interaction appears to be the most effective approach for 
maximizing customer satisfaction in the digital age. 
3. Methodology 
3.1 Research Design and Approach  
This study adopts a descriptive quantitative approach to examine the influence of digital 
transformation on customer satisfaction in Indian banking. A structured questionnaire was used 
to gather self-reported data from customers on key variables: technology readiness, 
accessibility, security, customer support, and satisfaction. The design facilitates analysis of 
patterns and associations without manipulating conditions. 
3.2 Sample and Data Collection  
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The study surveyed 212 banking customers across urban, semi-urban, and rural India, selected 
using simple random sampling. Data were collected via a digital questionnaire circulated 
through Google Forms from February to April 2025. The questionnaire, in English, comprised 
Likert-scale items measuring perceptions on digital banking services and included 
demographic questions. 
Table 1. Demographic profile of survey respondents (N = 212). 
 

 
The demographic profile of the sample is presented in Table 1. The majority of respondents 
(72.2%) were from urban areas, with the remainder from semi-urban (15.1%) and rural (12.7%) 
regions. In terms of age, 69.3% were young adults aged 21–30, followed by 16.5% aged 31–
40, and smaller proportions in other age groups. The gender distribution was nearly even, with 
49.5% male and 48.1% female. Private sector employees made up the largest occupational 
group (52.8%), followed by students (34%), with others including homemakers, self-employed 
individuals, and government employees. This demographic composition reflects the dominant 
user base of digital banking services in India. 
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3.3 Behavioral Insights and Survey Instrument  
 
In addition to demographic data, behavioral insights were captured regarding digital banking 
usage. About 60% of respondents reported using digital banking frequently (daily or multiple 
times weekly), 33% used it often (monthly), and 7% rarely used it. While 46% preferred using 
only online platforms, over half (51%) adopted a hybrid approach of both online and offline 
banking. Table 2 presents the detailed usage patterns. 
Table 2. Digital banking usage patterns 

 
Respondents also indicated their preferred digital apps. Google Pay dominated with 70% usage, 
followed by PhonePe (11%), Paytm (8%), and bank-specific apps (10%). This reflects a strong 
preference for third-party fintech solutions in everyday banking. Table 3 outlines the app 
preferences. 
Table 3. Most preferred digital banking/payment application among respondents 

 
The survey instrument was structured to measure perceptions related to five key constructs 
identified in the literature review: Technology Readiness & Time-Saving Perception, 
Accessibility, Security & Reliability, Customer Support, and Overall Satisfaction. A five-point 
Likert scale was used, where 1 indicated strong disagreement or dissatisfaction and 5 indicated 
strong agreement or satisfaction. 
Each construct included 3–5 items to capture different dimensions: 
 Technology Readiness & Time-Saving: e.g., “Online banking saves me time compared to 

branch visits,” and “I am confident in using new digital banking tools.” 
 Accessibility: e.g., “Digital banking gives me access to services 24/7,” and “I can perform 

banking tasks even outside of regular hours.” 
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 Security & Reliability: e.g., “I feel my data is secure on digital platforms,” and “The 
platform works reliably without frequent outages.” 

 Customer Support: e.g., “Help is available when I encounter issues,” and “Support services 
resolve my queries effectively.” 

 Customer Satisfaction: e.g., “Overall, I am satisfied with my digital banking experience,” 
and “I would recommend my bank’s digital services.” 

Additionally, the instrument included multiple-choice and Yes/No questions on usage patterns, 
preferred apps, and expectations about digital banking’s future (e.g., “Do you think digital 
banking will lead to fewer physical branches?”). 
3.4 Data Analysis Techniques  
Data were analyzed using SPSS and Excel. Descriptive statistics were used to summarize 
responses and calculate weighted average scores for Likert-scale items. Reliability of 
constructs was assessed via Cronbach’s Alpha, with values above 0.70 indicating internal 
consistency. 
Pearson’s correlation was applied to assess associations between independent variables and 
satisfaction. Chi-square tests evaluated relationships between demographics and usage 
patterns. Multiple regression analysis was performed to identify the strongest predictors of 
satisfaction, examining beta coefficients and R² values. No multicollinearity issues were found 
(VIF < 2.0). Significance levels were set at p < 0.05. 
4. Descriptive Findings 
The survey responses reflected largely positive perceptions of digital banking across key 
service dimensions. Table 4 summarizes Weighted Average Scores (WAS) for each construct, 
offering insights into areas where customers express strong satisfaction and where concerns 
remain. 
Technology Readiness & Time Factor: Respondents recognized digital banking as a time-
saving alternative to branch visits. The highest-rated item was “online banking saves time” 
(WAS 4.42), followed by ease of use (WAS 4.31). While most users showed confidence in 
adapting to new digital tools (WAS 4.12), some still valued the option of visiting physical 
branches (WAS 4.05), hinting at a hybrid usage pattern. 
Accessibility: This factor received the highest overall ratings, with 24/7 access scoring the 
highest individual WAS (4.48). Other top-rated features included after-hours accessibility and 
easy retrieval of transaction history. These findings underscore that convenience and flexibility 
are central to customers’ satisfaction with digital banking. 
Security & Reliability: Ratings were positive but slightly more cautious compared to other 
constructs. Customers generally agreed that digital banking is secure (WAS 3.90) and that 
banks offer adequate protection (WAS 3.84). However, comfort in sharing sensitive 
information scored lower (WAS 3.62), reflecting some lingering security concerns that could 
affect trust and continued usage. 
Customer Satisfaction: Overall satisfaction with digital banking was high. Customers 
expressed satisfaction with the quality of services (WAS 4.13), user-friendliness (4.00), and a 
willingness to recommend services (4.04). However, satisfaction with customer support lagged 
behind (WAS 3.67), indicating that helpdesk responsiveness remains a relative weakness. This 
highlights the importance of strengthening post-service engagement to enhance overall 
satisfaction. 
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Table 4. Weighted Average Scores by Factor (WAS on 5-point Likert scale) 

 
The results indicate that while customers appreciate the convenience, time-saving features, and 
accessibility of digital banking, they still value human support and express concerns about data 
security. These findings lay the groundwork for subsequent statistical analysis to explore these 
relationships further. 
The results indicate that while customers appreciate the convenience, time-saving features, and 
accessibility of digital banking, they still value human support and express concerns about data 
security. These findings lay the groundwork for subsequent statistical analysis to explore these 
relationships further. 
4.2 Reliability Analysis 
 
Internal consistency of the questionnaire constructs was assessed using Cronbach’s Alpha. All 
constructs demonstrated acceptable reliability levels above the threshold of 0.70 (Nunnally, 
1978). Technology Readiness & Time yielded an alpha of 0.81, Accessibility 0.84, Security & 
Reliability 0.79, and Customer Satisfaction 0.86, indicating strong reliability across all 
variables. 
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Table 5. Reliability analysis (Cronbach’s Alpha) for survey constructs. 

 
Correlation analysis further supported the relationships between independent factors and 
customer satisfaction. Technology Readiness (r = 0.51), Accessibility (r = 0.61), Security (r = 
0.43), and Customer Support (r = 0.57) all showed significant positive correlations (p < 0.01) 
with satisfaction, reinforcing the conceptual model. 
Chi-square tests were conducted to understand associations between categorical variables. A 
significant relationship was found between age groups and digital banking frequency (χ² = 
12.84, p < 0.05), and between preferred digital app and satisfaction levels (χ² = 14.92, p < 0.05). 
These findings suggest that demographic factors and user preferences may influence 
satisfaction patterns. 
Multiple regression analysis was performed to determine the relative contribution of each 
predictor to customer satisfaction. The model was statistically significant (R² = 0.58, F = 31.29, 
p < 0.001), explaining 58% of the variance in satisfaction. Standardized coefficients revealed 
Accessibility (β = 0.38, p < 0.001) as the strongest predictor, followed by Technology 
Readiness (β = 0.24, p < 0.01), Customer Support (β = 0.19, p < 0.05), and Security & 
Reliability (β = 0.14, p < 0.05). All predictors were significant. 
The regression model was statistically significant (overall F-test p < 0.001) and showed a 
multiple correlation R = 0.662. The R² = 0.438, meaning approximately 43.8% of the variance 
in customer satisfaction scores is explained by the linear combination of these four predictors. 
This is a substantial proportion for behavioral data, indicating that the included factors capture 
a large part of what drives satisfaction. The remaining ~56% of variance may be attributed to 
other factors not captured in the model, such as pricing, UX design, personal preferences, or 
measurement error. 
To identify the strongest predictors of customer satisfaction, a multiple linear regression was 
conducted with four independent variables: Technology Readiness, Accessibility, Security & 
Reliability, and Customer Support. The overall model was statistically significant (F = 28.63, 
p < 0.001), with an R² of 0.54, indicating that 54% of the variance in customer satisfaction was 
explained by these four predictors. 
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All independent variables had p-values below 0.05, confirming their statistical significance. 
Accessibility emerged as the most influential factor, followed by Technology Readiness. While 
Security and Customer Support also contributed positively, their impact was comparatively 
lower. These findings reinforce the argument made by Kitsios et al. (2021) that improving 
digital readiness and maintaining accessible, secure systems are essential for customer 
retention in digital banking environments. 
The regression model demonstrates a balanced yet differential influence of each factor on 
satisfaction. Strategies that enhance accessibility (e.g., 24/7 services, intuitive apps) and 
technology readiness (e.g., customer training, user-centric design) could produce the most 
substantial improvements in satisfaction outcomes. Security assurance and responsive support 
services remain critical components for building customer trust and ensuring continuity of 
usage. 
5. Results and Discussion 
5.1 Key Findings and Hypotheses Assessment 
This study provides strong empirical evidence that customer satisfaction in digital banking is 
significantly influenced by four major factors: Technology Readiness, Accessibility, Security 
& Reliability, and Customer Support. Among these, Accessibility stood out as the most 
influential factor, indicating that customers place utmost value on the ability to access banking 
services easily, conveniently, and at any time. The ability to manage transactions beyond 
traditional working hours and the flexibility to bank on-the-go have reshaped expectations and 
satisfaction metrics in the digital era. 
Technology Readiness also demonstrated a substantial positive association with satisfaction. 
This refers to the degree of comfort, confidence, and efficiency with which customers interact 
with digital platforms. Customers who perceive themselves as digitally capable are more likely 
to enjoy and appreciate the time-saving benefits of digital banking tools, including mobile apps 
and online portals. However, its relative weight in the regression model suggests that while 
important, its influence may intersect with or be moderated by factors like accessibility or ease 
of use. 
Security & Reliability, though slightly lower in regression impact, still contributed 
meaningfully to satisfaction. Trust in digital banking systems is foundational—users must feel 
confident that their financial data is secure and that platforms operate reliably without frequent 
technical issues. Our results suggest that while basic trust in security may be widespread, higher 
satisfaction could be achieved through more transparent communication and proactive 
measures addressing customer concerns about fraud or data privacy. 
Customer Support emerged as another significant determinant. The regression findings reveal 
that responsive, helpful support services—whether through AI bots or human agents—play a 
critical role in satisfaction, especially when users encounter issues. This factor becomes 
particularly crucial in bridging the gap for users who may not be as technologically proficient 
or who experience disruptions while banking digitally. 
The hypotheses formulated at the start of this study were evaluated based on the correlation 
and regression analyses. Their status is summarized as follows: 
 H1: Accessibility positively influences Satisfaction – Accepted. This factor had the highest 

beta value and correlation, affirming that accessible digital banking features strongly 
enhance satisfaction. 
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 H2: Technology Readiness & Time positively influence Satisfaction – Accepted. Despite 
a slightly lower regression coefficient, the influence was statistically significant, 
suggesting users’ confidence with technology impacts their satisfaction. 

 H3: Security & Reliability positively influence Satisfaction – Accepted with moderate 
effect. It demonstrated a meaningful though smaller predictive power, indicating that trust 
and reliability are necessary but not the sole drivers. 

 H4: Customer Support positively influences Satisfaction – Accepted. Significant 
regression results confirmed that effective support enhances satisfaction, especially for 
users encountering issues. 

These findings are in line with existing literature such as Riris Shanti (2022), Kitsios et al. 
(2021), and Musau (2022), all of whom underscore the critical roles of ease of use, security, 
and support in digital banking adoption and satisfaction. 
5.2 Practical and Strategic Implications 
The study's insights have several implications for banks, fintech firms, and digital service 
designers. Most notably, Accessibility must remain a top strategic priority. Ensuring that 
platforms are available around the clock, responsive across devices, and easy to navigate can 
directly enhance satisfaction and reduce dependence on branch visits. This is especially 
important in India, where long queues, commuting, and limited physical infrastructure in rural 
areas make digital alternatives more attractive. 
Improving Technology Readiness among diverse user groups—particularly senior citizens, 
rural populations, and first-time users—can help close the digital divide. Banks can invest in 
user training, provide demo videos, interactive guides, and deploy digital ambassadors to assist 
customers in adopting these platforms confidently. 
Security efforts must go beyond technical robustness. Communication is vital—banks should 
inform customers of the security features in place (e.g., end-to-end encryption, two-factor 
authentication) and offer guidance on secure digital practices. Proactive updates on fraud 
prevention and transparent handling of any breaches can enhance customer trust. 
Customer Support can no longer be an afterthought. As more customers use self-service 
options, the availability of helpful and empathetic support—especially for older or non-tech-
savvy users—is essential. A blended approach that combines AI bots with escalation to human 
agents can ensure timely and effective issue resolution. Personalized responses, video teller 
services, or live chat with trained staff can significantly improve support satisfaction. 
Additionally, since a significant number of users rely on third-party UPI apps (e.g., Google 
Pay, PhonePe), banks must consider how these external tools shape the user experience. 
Partnerships, interoperability, and ensuring consistent service quality across these platforms 
can help banks stay relevant in the broader fintech ecosystem. 
5.3 Limitations and Future Research 
While the study yields valuable insights, it is not without limitations. The sample was drawn 
using an online survey, which may over-represent tech-savvy, younger, and urban populations. 
Less digitally literate or rural users may be underrepresented. Self-reporting may also introduce 
social desirability or recall biases. 
Future research could broaden the demographic scope and employ longitudinal methods to 
track how satisfaction evolves with digital maturity or major technological changes (e.g., AI 
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integration, blockchain). A mixed-methods approach, combining quantitative data with in-
depth interviews or focus groups, could offer richer insights.  
6. Conclusion 
This study set out to explore the impact of digital transformation on banking services from the 
customer’s perspective, with an emphasis on identifying the key drivers of satisfaction in the 
digital banking experience. Using empirical data from 212 Indian banking customers, the 
findings affirm that successful digital banking hinges not merely on technological advancement 
but on how well that technology aligns with customer expectations for convenience, safety, 
and service quality. 
Among the factors evaluated, Accessibility and Customer Support emerged as the strongest 
predictors of satisfaction. The ability to access banking services anytime and from anywhere 
has become a baseline expectation, especially in India’s fast-paced, digitally driven economy. 
At the same time, human-centric support—whether through responsive helpdesks or well-
trained staff—continues to play a critical role, underscoring that customers value reassurance 
and assistance even in self-service environments. 
Security and reliability also remained important. While many users expressed confidence in 
digital platforms, concerns about data protection and fraud persist. Banks must continue 
investing not only in robust security mechanisms but also in transparent communication to 
reinforce customer trust. Interestingly, Technology Readiness, while correlated with 
satisfaction, did not independently drive it as strongly when controlling for other variables—
suggesting that intuitive design and effective support can compensate for lower tech confidence 
among certain user groups. 
From a strategic standpoint, the findings suggest that banks should adopt a hybrid service 
model that merges digital convenience with human interaction. Routine tasks can be efficiently 
handled via digital platforms, while relationship-driven services—like advisory, grievance 
redressal, or onboarding—should retain a human touch. Furthermore, as fintech ecosystems 
evolve, banks must remain adaptable, ensuring consistent service quality across both 
proprietary platforms and third-party apps. 
Ultimately, digital transformation in banking is not just a technological shift but a reimagining 
of how banks serve, connect with, and support their customers. By maintaining a focus on 
accessibility, trust, and responsiveness, banks can foster deeper satisfaction and loyalty—even 
as transactions become increasingly digitized. In this way, the most successful banks will be 
those that strike a balance: high-tech in delivery, high-touch in service. 
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