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Abstract:

The evolution of technology has transformed the landscape of financial transactions, steering consumers
away from traditional cash-based systems toward digital payment platforms. This study explores the
ongoing shift from conventional monetary methods to digital payment systems in India, with particular
attention to consumer behavior, trust, accessibility, and digital literacy. The research investigates how
mobile payment applications such as Google Pay, PhonePe, and Paytm are redefining financial interactions
in both urban and semi-urban regions. Drawing from a primary survey conducted among 200 respondents
in Thiruvarur district, the study identifies key factors driving digital payment adoption, including
convenience, speed, security, and ease of use. Statistical tools such as weighted averages, chi-square tests,
and percentage analysis were employed to interpret user responses. The findings reveal that while digital
payments are gaining momentum, challenges like security concerns and lack of awareness persist among
certain demographics. This paper provides valuable insights into the digital transformation of money and
the emerging trends in India’s fintech ecosystem.

Keywords: Digital Payments; Traditional Transactions; Consumer Behavior; Fintech; Mobile Wallets;
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1. INTRODUCTION

The landscape of financial transactions has undergone a significant transformation in recent years, with
digital payment systems gradually replacing traditional cash-based methods. Historically dominated by
physical currency and manual exchanges, the payment ecosystem now emphasizes speed, convenience, and
integration with daily life. This transformation is not solely technological but also indicative of deeper
socio-economic and behavioral shifts.
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The widespread adoption of smartphones, improved internet penetration, and the emergence of innovative
financial technologies (fintech) have played a pivotal role in this transition. As countries increasingly aim
to achieve cashless economies, understanding the underlying drivers of digital payment adoption becomes
essential. This study seeks to explore the primary factors contributing to the rise of digital transactions,
examine consumer behavior, and evaluate the influence of technology, infrastructure, and policy on the
growth of digital finance. Additionally, the paper considers user preferences, cybersecurity concerns, and
the impact of digital literacy in promoting or hindering adoption.

1.1 Obijectives of the Study

e Toexamine the transition from traditional cash transactions to digital payment systems.

o Toidentify the key factors influencing consumer adoption of digital payment platforms.

e Toassess the impact of digital payments on financial behavior and consumer transaction patterns.

e To analyze the role of technology, public policy, and financial institutions in advancing digital
financial inclusion.

o Toexplore challenges such as cybersecurity, infrastructure limitations, and digital literacy barriers.

1.2 Limitations of the Study

e The findings are based on self-reported data, which may include response biases or inaccuracies.

e The research focuses primarily on individual users and does not encompass the experiences of
merchants or businesses.

o Regional variations in digital infrastructure and financial access may affect the generalizability of
the results.

e Technological innovations in digital finance may outpace the relevance of certain observations over
time.

e The absence of granular transaction-level data limits the depth of financial behavior analysis.

2. Review of Literature

Takale Suresh Shivaji, Dr. Rahul Manjare, and Prof. Dr. Sambhaji Sawant (2025) conducted a
comprehensive review of digital payment systems in India and emphasized the role of the COVID-19
pandemic in accelerating adoption across the retail sector. Their study acknowledged that digitization
enhanced financial accessibility but underscored the necessity for stronger regulatory and cybersecurity
frameworks.

Sandeep Katuri (2025) traced the evolution of digital payments to the early introduction of credit and
debit cards, highlighting the contributions of technology giants in building scalable and user-friendly
digital payment platforms. He stressed the importance of trust, usability, and consumer security in fintech
adoption.

Dr. Rachana Singh and Poonam Lakra (2025) analyzed the changing digital payment ecosystem,
praising innovations such as mobile wallets and cryptocurrencies while also addressing persistent issues
like cybersecurity risks, infrastructure limitations, and socio-cultural resistance to digital transactions.

Anbukarasi and Sony P.J. (2024) explored the emergence of contactless and mobile-based payments,
recognizing the disruptive potential of technologies like blockchain and cryptocurrencies. Their research
emphasized the need for continuous innovation and active regulatory oversight to maintain consumer trust
and financial stability.

IJCRT2512261 | International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org | c200


http://www.ijcrt.org/

www.ijcrt.org © 2025 IJCRT | Volume 13, Issue 12 December 2025 | ISSN: 2320-2882

Shinki Katyayani Pandey (2022) offered empirical insights into consumer perceptions regarding digital
payments. The study revealed that demographic variables such as age, education, and income significantly
influenced digital payment adoption. It also identified financial literacy and socio-economic development
as critical enablers of digital platform usage.
3. Research Methodology
3.1 Sources of Data
This study is based on both primary and secondary data sources.

e Primary data was collected through structured questionnaires administered to individual users.

e Secondary data was obtained from academic journals, government reports, books, financial

publications, and expert interviews with banking professionals.

3.2 Sample Design

A simple random sampling technique was employed to ensure unbiased respondent selection. A total of
200 respondents from the Thiruvarur district of Tamil Nadu were selected for the study.

3.3 Tools and Techniques

To analyze the collected data, the following statistical tools were used:
e Percentage Analysis
o Weighted Average Method
e Chi-Square Test

These tools provided insights into respondent preferences, behavioral trends, and the relationships among
key variables.

3.4 Research Hypothesis

e Null Hypothesis (Hp): There is no significant relationship between a respondent's education level
and the challenges they face in using digital payment systems.

o Alternate Hypothesis (Hq): There is a significant relationship between a respondent's education
level and the challenges they face in using digital payment systems.
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ANALYSIS AND INTERPRETATION OF DATA

Table 1

Demographic and Usage Profile of Respondents

(n=250)
Variable Category Frequency Percg/:)tage( Cumulative %
Male 150 60 60
Gender Female 100 40 100
Total 250 100
18-24 52 20.8 20.8
Age 25-34 66 26.4 47.2
35-44 82 32.8 80
45 and above 50 20 100
Total 250 100
Married 140 56 56
Marital status UnMarried 110 44 100
Total 250 100
Under graduate 75 30 30
Post graduate 57 22.8 52.8
Education Doctorate 64 25.6 78.4
Others 54 21.6 100
Total 250 100
Employed 62 24.8 24.8
Occupation Self employed 78 31.2 56
Home maker 66 26.4 82.4
Others 44 17.6 100
Total 250 100
Cash 56 22.4 22.4
Payment method Debit/Credit card 70 28 50.4
Digital payment apps 72 28.8 79.2
Net banking 52 20.8 100
Total 250 100
Daily 72 28.8 28.8
Frequency of usage | Several times a week 60 24 52.8
Occasionally 68 27.2 80
Rarely 50 20 100
Total 250 100
Google Pay 46 18.4 18.4
Phone Pe 54 21.6 40
Payment apps Used | Paytm 50 20 60
Amazon pay 58 23.2 83.2
BHIM 30 12 95.2
Others 12 4.8 100
Total 250 100
Convenience 45 18 18
Influencing factor Security 36 14.4 32.4
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Speed of transaction 44 17.6 50
Cashback/offers 42 16.8 66.8
Trust in technology 40 16 82.8
Internet access 43 17.2 100
Total 250 100
Technical issues 58 23.2 23.2
Challenges faced Fear of fraud 70 28 51.2
Lack of knowledge 40 16 67.2
Internet dependency 42 16.8 84
Poor merchanat acceptance 40 16 100
Total 250 100
OTP via SMS 46 18.4 18.4
Finger print/face 1D 50 20 38.4
Authentication APP PIN/Password 56 22.4 60.8
Method Two - Factor Authentication 50 20 80.8
Biometric OTP Combo 48 19.2 100
Total 250 100
Yes 130 52 52
Recommendation No 120 48 100
Total 250 100
Highly satisfied 108 43.2 43.2
Satisfaction level Satisfied 92 36.8 80
Dissatisfied 50 20 100
Total 250 100

Source: Primary Data

Interpretation:

The table reveals that 60% of the respondents are male, while 40% are female. The majority (32.8%) fall
within the 35-44 age group, and 56% are married. Most respondents (30%) have completed undergraduate
education, and 31.2% are self-employed. Digital payment applications are the most preferred payment
method, used by 28.8% of the participants. The same percentage also reported using digital payment
systems daily. Among the various apps, Amazon Pay was the top choice (23.2%). The most influential
factor in adopting digital payments was the speed of transaction (17.6%), while the primary challenge faced
was the fear of fraud (28%). For authentication, 22.4% relied on app PINs or passwords. Over half of the
respondents (52%) recommended digital payments to others, and 43.2% reported being highly satisfied

with their usage.
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Digital Payment Apps Most Frequently Used by Customers (Weighted Average Method)

Table:2

Strongly | Agree | Neutral | Disagree | Strongly
Payment Apps Agree Disagree | WM | Rank
5 4 3 2 1
78 66 60 34 12
Google pay 390 264 180 68 12 365 |
70 78 56 30 16
Phone Pe 350 312 168 80 16 3.62 v
74 70 60 28 18
Paytm 370 280 | 180 56 18 | 361V
72 68 70 26 14
Amazon pa
2N REY 360 272 | 210 52 14| 363
68 76 70 24 12
BHIM 3.65 |
340 304 210 48 12
70 74 68 22 16
3.64 11
el 350 296 | 204 44 16

Source: Primary Data

Overall Weighted Mean Rating: 21.8

Table 2 highlights consumer preferences regarding digital payment applications using the Weighted
Average Method. Both Google Pay and BHIM attained the highest weighted mean of 3.65, indicating
strong user preference and were jointly ranked first. Other apps (such-as company-specific platforms)
followed closely with a weighted mean of 3.64 and secured the second rank. Amazon Pay took the third
position, while PhonePe and Paytm received comparatively lower weighted scores and were ranked
fourth and fifth, respectively. This analysis reveals that while users have diverse preferences, apps with
reliability, speed, and user interface advantages tend to lead in popularity.

4.1 Chi-Square Analysis: Relationship Between Education Level and Challenges in Using Digital

Payments

Hypotheses:

o Null Hypothesis (Hy): There is no significant relationship between education level and challenges
faced in using digital payments.
e Alternative Hypothesis (H4): There is a significant relationship between education level and
challenges faced in using digital payments.
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Table 3: Chi-Square Test — Education Level vs. Challenges in Using Digital Payments

. Calculated ..
Variable Chi-Square Value df Critical Value P-Value Remarks
Education 9.15 12 21.03 >0.05 Accepted

Significance Level: 5% (o = 0.05)

Interpretation:

As shown in Table 3, the calculated Chi-square value (9.15) is less than the critical value (21.03) at 12
degrees of freedom and the 5% significance level. Therefore, we fail to reject the null hypothesis. This
implies that there is no statistically significant relationship between the education level of respondents
and the challenges they face in using digital payment systems. The observed variations are likely due to
chance rather than a true association.

5. FINDINGS

The sample consists predominantly of male respondents (60%).

A significant proportion (32.8%) falls within the 35—44 age range, and 56% are married.
Approximately 30% of the respondents possess undergraduate degrees.

Self-employed individuals constitute 31.2% of the sample.

Digital payment applications are the most commonly used method by 28.8% of respondents, with
the same proportion using them on a daily basis.

Amazon Pay is the preferred platform for 23.2% of users.

Transaction speed is identified as the top motivating factor for using digital payment apps (17.6%),
while 28% of respondents cite fear of fraud as their primary concern.

Regarding authentication, 22.4% of users rely on app PINs or passwords.

Over half of the respondents (52%) recommend digital payments to others,-and 43.2% express high
satisfaction with their usage.

5.1 SUGGESTIONS

Enhance Digital Literacy: Organize awareness and training programs tailored for rural
communities, senior citizens, and economically weaker sections to boost confidence in digital
platforms.

Strengthen Cybersecurity: Deploy robust security systems and conduct user education campaigns
to reduce fraud-related fears and improve trust.

Improve Accessibility and Usability: Design multilingual, intuitive digital payment interfaces that
cater to users across varying literacy levels and regional backgrounds.

Promote Supportive Policy Measures: Provide incentives and infrastructural support to small
businesses for digital onboarding, such as tax benefits and simplified compliance norms.

Encourage Continued Research: Support longitudinal and region-specific studies to monitor user
satisfaction, behavioral trends, and the socio-economic impact of digital payments.
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5.2 CONCLUSION

The shift from traditional cash-based systems to digital payments signifies a profound transformation in the
financial landscape. Propelled by technological advances, consumer convenience, and government-led
initiatives, digital transactions have emerged as a mainstream alternative offering speed, transparency, and
security.

However, challenges such as cybersecurity threats, limited digital awareness, and infrastructure constraints
still hinder widespread adoption. To ensure inclusive and sustainable growth of the digital ecosystem, it is
vital to address these issues through innovation, education, and policy support. The study underlines the
importance of creating a safe, accessible, and user-friendly digital payment environment that benefits all
segments of the population.
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