www.ijcrt.org © 2018 IJCRT | Volume 6, Issue 1 January 2018 | ISSN: 2320-2882

Consumer Perception Of Digital Payment Systems
In India

! Swamynathan C.
! Assistant Professor in Commerce
! Government First Grade College, Malleshwaram, Bengaluru 560 012, Karnataka, India

Abstract: The study looks at customer opinions of digital payment systems in India, namely the Unified
Payments Interface (UPI), mobile wallets and contactless payments. As India moves toward a cashless
economy, fueled by government programs and fintech breakthroughs, it is critical to assess the degree and
variety of digital payment usage across demographic groups. The study uses a quantitative cross-sectional
survey with 500 respondents to measure acceptance levels, identify obstacles and investigate the impact of
demographic factors on digital payment usage. The findings show that younger, urban and educated people
are more likely to choose UPI, which is the most common approach. Security problems, technical issues and
a lack of trust are all significant challenges. The study emphasizes the importance of stronger security
measures, improved technological infrastructure, focused marketing techniques and supporting governmental
frameworks in encouraging broader usage and addressing existing impediments. The results highlight the
significance of targeted actions to increase financial inclusion and ease India’s paperless transition.
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. Introduction

The proliferation of digital payment systems in India, including the Unified Payments Interface (UPI),
mobile wallets and contactless payments, has resulted in a transformational shift in the country’s financial
environment. The Indian government’s aggressive push for a cashless economy, along with advances in
financial technology (fintech), has resulted in a significant increase in consumer usage of these digital
platforms. This shift is being driven by a variety of causes, including government policies such as the Digital
India initiative and increased smartphone adoption. Despite this growth, the usage of digital payments varies
significantly among demographic groups, impacted by technology literacy, faith in digital transactions and
socioeconomic status. This study seeks to delve into customer perceptions of various digital payment methods

in order to uncover the obstacles and barriers that may prevent widespread adoption.
Il. Literature Review

Research studying the acceptance of digital payment systems frequently uses established models, such as
Davis’s (1989) Technology Acceptance Model (TAM), which holds that perceived ease of use and perceived
usefulness are crucial to technology adoption. This paradigm is critical for understanding the dynamics that
promote or impede the adoption of new technology. In India, Garg and Panchal (2017) found that security
concerns and a lack of understanding have a substantial impact on mobile wallet use. Their research shows
that, despite the rapid growth of mobile payment technology, concerns about transaction security and a lack

of understanding remain significant impediments (Garg & Panchal, 2017).

Furthermore, Chawla and Joshi (2020) investigated the influence of trust and perceived risk in customer

acceptance of digital payment methods. They discovered that trust in the digital payment ecosystem and
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concerns about transaction security are significant predictors of user adoption. This study highlights the vital

relevance of addressing trust-related issues in order to boost consumer confidence and acceptability (Chawla
and Joshi, 2020). Furthermore, Bamasak (2011) stressed the role of demographic parameters such as age,
education and income in the adoption of mobile payment systems. In the Indian context, these variables are
important because elderly populations or those with lower education levels may be more hesitant to accept

new payment technology.
I11. Significance of the Study

This study is extremely important in the Indian context since it provides a thorough insight of the present
state of digital payment uptake in a fast changing market. With India growing as a global leader in fintech
innovation, governments, financial institutions and fintech startups must understand customer attitudes.
Addressing the difficulties revealed in this study can aid in the creation of targeted strategies for overcoming
barriers and improving user experience. This study can help to promote wider acceptance of digital payment
systems by addressing concerns about security, trust gaps and socioeconomic constraints. This, in turn,
contributes to the larger goal of increasing financial inclusion and accelerating India’s transition to a cashless

economy.
1VV. Statement of the Problem

Despite the broad availability of digital payment systems in India, a sizable segment of the population is
still hesitant or unwilling to use these methods. This study aims to analyze the reasons for this reluctance,
with an emphasis on technological adoption, trust concerns and demographic considerations. The problem
statement can be described as follows: “What are the factors influencing the adoption and challenges faced

by Indian consumers when using digital payment systems?”
V. Objectives of the Study
1. Assess customer adoption of digital payment systems.
2. Identify hurdles to customer adoption of digital payment systems.
3. Analyze how demographics affect digital payment system usage.
4. Assess the impact of trust and security concerns on customer perceptions of digital payment systems.

5. Make proposals for increasing usage of digital payment methods in India.
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V1. Methodology

The study used a descriptive research approach to examine consumer views and barriers in adopting
digital payment systems among 100 Bengaluru residents. Data were acquired using a non-probability
convenience sampling technique, which included a structured questionnaire and semi-structured interviews.
The questionnaire collected demographic data, usage patterns, satisfaction levels and issues encountered,
whereas the interviews provided detailed insights into user experiences. Quantitative data were examined
using descriptive and inferential statistics, such as frequencies, percentages and cross-tabulations, together
with software such as SPSS or Excel. Thematic analysis was used to discover common themes and patterns
in the qualitative data collected from interviews. Ethical considerations included gaining informed consent
and maintaining participant confidentiality. The study’s limitations included potential sample bias and an
emphasis on Bengaluru, which may not accurately represent other regions. Data collection and analysis were

finished in six weeks.
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VIl.Data Analysis

Table-1: Percentage Analysis on Demographic Information

Demographic Factor Categories RNegpr)rc])tr)lfjreﬁIs Percentage (%)
Below 18 10 10%
18-25 25 25%
26-35 30 30%
Age
36-45 15 15%
46-55 12 12%
Above 55 8 8%
Male 55 55%
Gender
Female 45 45%
Less than High School 5 5%
High School 20 20%
B Undergraduate 35 35%
Qualification Postgraduate 30 30%
Doctorate 8 8%
Other 2 2%
Below 20,000 15 15%
20,001 - %40,000 30 30%
Monthly Income 340,001 - %60,000 25 25%
60,001 - ¥80,000 18 18%
Above %80,000 10 10%
Urban 50 50%
Location Semi-Urban 30 30%
Rural 20 20%

The demographic table shows that the majority of respondents are young adults, with 55% aged between 18
and 35, demonstrating that digital payment systems are primarily used by the younger generation. The gender
breakdown is very even, with slightly more male respondents (55%) than females (44%). Respondents have
a high level of educational attainment, with 65% holding at least an undergraduate degree, which may
correspond with greater digital literacy and ease with technology. According to the income distribution, 55%
of respondents earn between 20,001 and 60,000, indicating widespread use of digital payments. However,
higher-income persons may have greater access to these technologies. The urban dominance (50%) among
respondents illustrates the concentration of digital payment use in cities, which have better infrastructure and
internet connectivity than rural areas.
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Table-2: Percentage Analysis on Usage of Digital Payment Systems

. . Number of Percentage
Question Categories Respondents (%)
Daily 40 40%
Weekly 30 30%
Frequency of Use Monthly 15 15%
Rarely 10 10%
Never 5 5%
UPI 60 60%
Most Frequently Used Payment Mobile Wallets 25 25%
Method Contactless Cards 10 10%
Bank Mobile Apps 5 5%
Utility Bill Payments 50 50%
Online Shopping 60 60%
Purpose of Using Digital Payment In-store Purchases 40 40%
Methods
Peer-to-Peer Transfers 55 55%
Transportation 35 35%
1 (Very Unsatisfied) 5 5%
2 (Unsatisfied) 10 10%
Overall Satisfaction with Digital 3 (Neutral) o5 2504
Payments
4 (Satisfied) 35 35%
5 (Very Satisfied) 25 25%

The usage chart shows the frequency and reason for which digital payments are utilized. 70% of
respondents utilize digital payments on a daily or weekly basis, demonstrating a high level of involvement
with these methods in routine purchases. UPI emerges as the most popular digital payment method, with 60%
of respondents using it, demonstrating its widespread acceptance and convenience, particularly in a market
driven by peer-to-peer transfers and online buying. The high satisfaction levels, with 60% of respondents
expressing satisfaction or great satisfaction, indicate that users have a pleasant overall experience, however a
significant percentage (25%) are neutral, indicating space for development. The various applications for which
digital payments are employed, ranging from utility payments to transportation, highlight their versatility and

importance in daily life.
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Table-3: Percentage Analysis on Perception and Challenges

Question Categories Rl\:sjpr)rc])?ﬁjreﬁzs i r((:g“/(r)' )t age
Convenience 70 70%
Speed of Transaction 65 65%
Main Reasons for Using Offers and Discounts 55 55%
Digital Payments Security 45 45%
Cashless Payments 50 50%
Peer Pressure 20 20%
Technical Issues 35 35%
Security Concerns 40 40%
Challenges Faced While Using | L-ack of Trust 25 25%
Digital Payments Limited Merchant Acceptance 30 30%
Lack of Internet Connectivity 20 20%
Difficulty in Use 15 15%
1 (Very Insecure) 8 8%
2 (Insecure) 12 12%
E:;/(;ﬁle\ﬁg Security of Digital 3 (Neutral) 30 30%
4 (Secure) 35 35%
5 (Very Secure) 15 15%
Very Unlikely 10 10%
Unlikely 15 15%
Chaitootol Scommerig | 5 | o
Likely 30 30%
Very Likely 20 20%

The table on perception and challenges sheds light on the elements that drive digital payment adoption
as well as the challenges that consumers confront. Convenience (70%) and speed (65%) are the key motivators
for adopting digital payments, indicating a preference for quick and simple transactions. However, the
continuation of obstacles such as security concerns (40%) and technological issues (35%), imply that these
factors continue to impede a smooth user experience. The conflicting sentiments regarding security, with just
half of respondents feeling secure or very secure, highlight the persistent trust concerns with digital payment
methods. Additionally, while 50% are willing to promote digital payments, the remaining respondents express

some skepticism, which could be attributable to the difficulties they face.
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Table-4: Percentage Analysis on Trust and Security

Digital Payment Do Not Trust . 3 4 Completely Trust
System 1 5
UPI 5 10 20 35 30
Mobile Wallets 8 12 25 30 25
Contactless Cards 10 15 30 25 20

The trust and security table demonstrates that, while UPI is generally trusted, with 65% of respondents
rating it 4 or 5 on the trust scale, other methods, such as mobile wallets and contactless cards, are viewed with
suspicion. Only 45% of respondents had great faith in mobile wallets and even fewer (45%) trusted contactless
cards. This disparity in trust levels implies that, while UPI has established itself as a dependable choice, other
digital payment methods still need to gain consumer trust. This difference could be attributed to varying levels

of familiarity, security features, or previous encounters with certain payment methods.

VII1.Discussion of Results

The data show a substantial acceptance of digital payment methods among younger, urban and
educated individuals, most likely due to the convenience and quickness these methods provide. The
widespread acceptance and incorporation of UPI into daily transactions is seen in its high usage, particularly
given its ease of use and low cost structure. However, the continuation of security concerns and technical
obstacles indicates that, despite widespread adoption, there is still a significant need to address these issues in
order to preserve and improve consumer trust. The difference in confidence between payment methods
emphasizes the significance of developing strong security mechanisms-and improving user education to
reduce perceived dangers. The impact of demographic demographics emphasizes the need for targeted

approaches to promoting digital payments across diverse sectors of the population.
IX. Conclusion

The report concluded that, while digital payment systems have gained popularity among Indian
customers, particularly younger urban users, security concerns and technological obstacles continue to limit
complete adoption. The disparity in confidence among payment systems suggests that ongoing security and
reliability improvements are required to ensure greater acceptance. Furthermore, demographic variables
influence consumer behavior, necessitating specialized actions to increase adoption among older and less

educated populations.
X. Implications

The findings of this study have various ramifications for stakeholders in the digital payment ecosystem.
To gain consumer trust, service providers must strengthen security measures and the reliability of digital
payment systems. Policymakers should seek to create a supportive regulatory environment that addresses
security issues and promotes digital literacy across all demographic groups. Furthermore, marketers and
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financial institutions can use these data to create tailored marketing strategies that address the unique

requirements and concerns of various customer groups, resulting in increased adoption.
XI. Suggestions

1. To address consumer concerns, digital payment providers should prioritize developing stronger

security methods such as sophisticated encryption and two-factor authentication.

2. Implement initiatives to increase digital literacy, emphasizing safe practices and benefits of digital
payment systems.

3. Improving technological infrastructure can reduce app failures and transaction delays, leading to a

better user experience.

4. Tailor marketing tactics to meet the demands of specific demographics, including older and less

educated individuals who may be hesitant to use digital payments.

5. To promote digital payment acceptance, policymakers should provide incentives for merchants to

accept digital payments and raise awareness about the benefits of cashless transactions.
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