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Customer Perception on Digital Payment Platform
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INTRODUCTION

For quite some time, the world has been 
shifting towards digital. This adaptation 

occurred almost immediately after the lockdown, 
particularly in India.1 Though the Indian 
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Abstract

This paper examines the customer perception on digital payment platform in India, as India 
is moving towards digital payment system. 100 samples were chosen for study. This paper 
examines the various factors that were taken from the review of literature process. Awareness 
of different digital payment system. Preferred payment app, satisfaction with various digital 
payment system etc. Research was undertaken with the following questions: What is the level of 
adoption of digital payment system? How far customers feel comfortable with the use of digital 
payment system? What are the challenges faced by the public while using digital payment 
system? Based on these questions the following objectives of the study were formulated as 
follows: to study the customer adoption of digital payment systems and e-banking; to study 
the customers’ perception of digital payment system; to find the factors influencing digital 
payment system adoption; to analyse the role of independent variables in improving the digital 
payment system. The findings of the study show that the customers are satisfied with the 
digital payment system.

Keywords: Digital; Payment; System; Customer; Adoption; E-banking etc.

government has aggressively promoted and spread 
online payments since demonetization in 2016.
Increasing popularity of internet based banking 
and shopping, the electronic payment system has 
grown in recent decades.2 As technology advances, 
the rise of electronic payment systems and payment 
processing devices is in greater height. The 
proportion of cash and cheque transactions and 
cash transactions will decrease as online payment 
transactions improve and become more secure.3

We've all heard a lot about the "war on cash," the 
push to make India and other countries "cashless 
economies," and the general trend among global 
policymakers to shift the world's economies to a 
digital and information enabled paradigm.4 It is 
worth noting in this context that the emphasis on 
digital payments and commerce has implications 
for individuals, businesses, governments, and 
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everyone else involved in the economy.5 As a result, 
understanding what digital payments are, how they 
work, how they benefit the economy, and the issues 
that arise from using such modes of transaction and 
commercial dealings is critical.
Different methods of digital payments include Credit 
cards, Aadhaar enabled payment system (AEPS), 
USSD stands for unstructured supplementary 
service data, Unified payments interface (UPI), 
Wallets for mobile devices, Prepaid bank cards, 
PoS terminals, Internet banking, Micro ATMs etc.6 
Using digital payments has numerous advantages 
like Ease and convenience, Economic progress, 
Safety and efficient tracking, Waivers, discounts 
and cashbacks, Digital record of transactions, Helps 
keep black money under control, Economical and 
less transaction fee etc.7

Popular Digital Payments System Apps in India are 
UPI Payment Technology is used by Google Pay, 
Paytm, PhonePe, Pay nearby, BHIM, Pockets by 
ICICI Bank, Kotak 811, Axis Bank ASAP, Pay Zap 
from HDFC, National Common Mobility Card etc: 
RuPay Contactless Card (Visa also begins issuing 
NCMC).8

PROBLEM STATEMENT

Recently, the world has become increasingly 
digitised. The global digital payment market is 
expected to grow at a CAGR of 14.2 percent from 
USD 79.3 billion in 2020 to USD 154.1 billion by 
2025.  The use of mobile phones and the use of 
the Internet are two important factors that have 
contributed to this development.9 The government's 
goal is to make India a digitally empowered society 
and knowledge economy. Digitalization will 
be a catalyst in the transformation of the Indian 
economy into a cashless economy. It has become 
inevitable for all of us to use digital platform for 
payment purpose.10 Though public is using digital 
payment system, still the level of comfort is still 
a challenging one, This is due to several reasons 
like inadequate internet facility, high cost of smart 
phones, unaffordable to luxury smart phones, 
illiteracy levels, low penetration of digital system 
in regional languages, age factor accompanies with 
level of interest in using digital platform etc. We are 
the world's fourth largest cash user.11 In India, the 
cash to GDP ratio is the highest, at 12.42 percent.5 In 
India, the cash in circulation to private consumption 
ratio is 20%, and card transactions account for 4% 
of personal consumption expenditure. Because the 
majority of people are illiterate, poor, engage in 
small transactions, and have poor banking habits. 

All these have created challenges for the successful 
implementation of digital payment system.

Research Question

•	 What is the level of adoption of digital 
payment system?

•	 How far customers feel comfortable with the 
use of digital payment system?

•	 What are the challenges faced by the public 
while using digital payment system?

Study Objectives

•	 To study the customer adoption of digital 
payment systems and e-banking.

•	 To study the customers’ perception of digital 
payment system.

•	 To find the factors influencing digital 
payment system adoption.

•	 To analyse the role of independent variables 
in improving the digital payment system.

REVIEW OF LITERATURE

M. Kavitha and K.Sampath Kumar (2018), Found 
that e-payment systems are important mechanisms 
used by individuals and organisations as a secure 
and convenient way of making payments over 
the internet, as well as a gateway to technological 
advancement in the field of global economy. 
Internet banking is influenced by its perceived 
reliability, perceived ease of use, and perceived 
usefulness. Experts should emphasise the benefits 
of internet banking services adoption, and 
awareness can be increased to attract consumers' 
attention to internet banking services. It has also 
been stated that the E-payment system in India has 
grown tremendously, but there is still much work 
to be done to increase its usage. Even so, cash is still 
used in 90% of transactions.
Vijai, C. (2019) has explained the concept of mobile 
wallets, functions of mobile wallets, types and 
benefits of mobile wallets, and wallet money usage 
endorsed by various companies, as well as various 
factors that influence consumers' decision to adopt 
mobile wallets and various risks and challenges 
faced by mobile wallet users. It also states that 
mobile wallet adoption among Indian consumers is 
still in its early stages, and that the success of mobile 
wallets is dependent on the marketing strategies of 
mobile wallet companies as well as Indian financial 
policymakers. This study was also founded on the 
technology acceptance model and the innovation 
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diffusion theory. They found that there is a 
significant relationship between perceived usage, 
perceived ease of use, and there is a relationship 
between perceived usage, perceived ease of use, 
and perceived security in predicting mobile wallet 
adoption.
Shamsher Singh (2017), Mobile phone payments 
have been in use for many years and are about to 
explode. In addition, consumers are increasingly 
using mobile devices to make payments. 
Technological advancements have enabled 
consumers to conduct transactions that are more 
convenient, accessible, and acceptable, consumers 
are increasingly turning to mobile payment apps. 
Brands that offer various benefits such as flexi 
payment digital wallets are giving consumers more 
convenience. The ease of purchasing products 
online without physically travelling from one 
location to another is a major factor in the adoption 
of digital wallets.
Dr. M. Somasundaram, Ph.D., D.Litt. (2020) has 
analysis determined that mobile payments have a 
brighter future. The illegal use of mobile phones, 
as well as the security of mobile phone payments, 
were major issues in the digital payment system. 
Payments made through a digital wallet are also 
found to provide additional convenience for 

consumers by providing flexible payment methods 
and increasing transaction speed. This study found 
that ease of use, expressiveness, and trust all have 
an impact on the acceptance of digital payments via 
wallets, and they are also motivators for accepting 
digital payments. It is also stated that electronic 
payment systems in India have grown significantly, 
and there are numerous opportunities to increase 
the use of digital payments. They also discovered 
that innovation, incentives, convenience, and legal 
provisions all contribute to the improvement of 
electronic payment systems. It revealed that the 
main barriers to electronic payments were poor 
security, a lack of trust, a fear of failure, high 
fees, and a lack of awareness. Furthermore, the 
characteristics of Internet security, banking services, 
confidentiality, and service quality influenced the 
adoption of electronic payments.

RESEARCH DESIGN

Descriptive research design was adopted by 
conducting survey among the customers who use a 
digital payment system are the target respondents. 
Convenience sampling technique with sample size 
of 100 respondents, Both primary and secondary 
data were used. Primary data was collected through 
questionnaire.

Table 1: Showing Group Statistics

Factor Awareness N Mean STD. Deviation STD.Error Mean SIG.

Digital payment system Yes 93 2.10 0.25 0.03 0.472

No 7 2.17 0.23 0.09

UPI Yes 93 3.35 0.54 0.06 0.677

No 7 3.26 0.51 0.19

Banking Cards Yes 93 2.30 0.51 0.05 0.006

N0 7 1.75 0.35 0.13

e-Banking Yes 93 2.37 0.42 0.04 0.870

No 7 2.39 0.45 0.17

E-Wallet Yes 93 2.22 0.34 0.04 0.340

No 7 2.36 0.63 0.24

Table 2: Paired Samples Statistics

Mean N Std. Deviation Std. Error Mean

Pair 1 Name of your bank 2.50 105 1.287 .126

DPSIF_Mean 1.4029 105 .62788 .06127

Pair 2 Name of your bank 2.50 105 1.287 .126

ROUPI_Mean 1.7429 105 .92711 .09048

Pair 3 What is your preferred payment 
app for bills and utilities?

2.12 105 .906 .088

ROUPI_Mean 1.7429 105 .92711 .09048
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Table 3: Paired Samples Correlations

N Correlation Sig.

Pair 1 Name of your bank & DPSIF_Mean 105 .200 .041

Pair 2 Name of your bank & ROUPI_Mean 105 .244 .012

Pair 3 What is your preferred payment app for 
bills and utilities? & ROUPI_Mean

105 .271 .005

Table 4: Paired Samples Test

Paired Differences

t Df Sig. (2-tailed)Mean STD. 
Deviation

STD. 
Error Mean

95% Confidence Interval 
of the Difference

Lower Upper

Pair 1 Name of your bank - 
DPSIF_Mean 1.10183 1.31431 .12826 .84748 1.35618 8.590 104 .000

Pair 2 Name of your bank - 
ROUPI_Mean .76190 1.39038 .13569 .49283 1.03098 5.615 104 .000

Pair 3 What is your 
preferred payment app for 
bills and utilities? - ROUPI_
Mean

.38095 1.10692 .10802 .16674 .59517 3.527 104 .001

INFERENCE

•	 Since P value is greater than 0.05, null 
hypothesis is accepted at 5% level of 
significance. Hence it is concluded that 
there is no significant awareness on digital 
payment system.

•	 Since P value is greater than 0.05, null 
hypothesis is accepted at 5% level of 
significance. Hence it is concluded that there 
is no significant awareness on UPI.

•	 Since P value is less than 0.05, Alternative 

hypothesis is accepted at 5% level of 
significance. Hence it is concluded that there 
exists a significant awareness on banking 
cards.

•	 Since P value is greater than 0.05, null 
hypothesis is accepted at 5% level of 
significance. Hence it is concluded that there 
is no significant awareness on e-banking.

•	 Since P value is greater than 0.05, null 
hypothesis is accepted at 5% level of 
significance. Hence it is concluded that there 
is no significant awareness on e-wallet.

Table 5:  Showing Model Summary

Model R R Square Adjusted R Square STD. Error of the Estimate Durbinwatson

1 0.369 0.136 0.127 0.232 1.813

Source: Primary data 
•	 Predictors: (constant), e-banking
•	 Dependent variable: Digital payment system 

INFERENCE

The above Regression table summarizes the model. 
It shows Durbin value of 1.813. Where R represents 

the multiple correlation coefficient with range lies 
between -1 and +1. Since R value is 0.369, it means 
there is a positive relationship with e-banking. R 
square represents the coefficient of determination 
and ranges between 0 and 1. Since r square value 
is 0.136 that is 14 percent of the variation in digital 
payment system percentage is enhanced by 
e-banking.

Table 6: Showing Anova

Model Sum of Squares Df Mean Squares F Sig.

Regression 0.83 1 0.83 15.432 0.001

Residual 5.27 98 0.05 - -

Total 6.10 99 - - -
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Source: Primary Data 

•	 Dependent variable: Digital payment system
•	 Predictors: (constant), e-banking 

INFERENCE
From the above ANOVA table F value is significant 
(sig value is less than 0.05) it means dependent 
variable is not reliable.

Model Unstandardize D Coefficients Standard Coefficients t Sig.

(Constant) 1.593 0.133 – 12.018 0.001

E-Banking 0.217 0.055 0.369 3.928 0.001

Source: Primary data
•	 Dependent variable: Digital payment system

INFERENCE
The above regression model coefficient table shows 
the coefficient of e-banking that helps in analysing 
the customer perception and adoption of digital 
payment system. A low significance value of less 
than 0.05 is shown for e-banking.

FINDINGS 
40% of the respondents are between the age group 

of 18 and 25 and use digital payment and 37.1 percent 
of them are students. Among them 81% are of using 
E-Banking. More than half of the respondents (55.2 
percent) have a bank savings account. Almost all 
(92.4%) the respondents use digital payment. 35.2 
percent prefer UPI as a payment method. 77 percent 
are very satisfied with the level of comfort In Using 
Digital Payment System. 68% of respondents rate 
the user-friendliness for digital agreeing payment 
as Very Satisfied. 65% of respondents who use 
Safety in digital payment agreed that they are 

highly satisfied. 69 percent of respondents in 
the Ease of Using E-Payment System in Digital 
Payment category are highly Satisfied. 63% of the 
respondents are highly satisfied with theaccuracy 
in dealing With E-Payment System In Digital 
Payment. 63% of them said that time Flexibility is 
the major reason for using digital payment system. 
61%  agree that accessibility reason for using digital 
payment system. More than half of the respondents 
(57%) are highly satisfied with the security of using 
digital payments. 59% are highly satisfied with their 
experience of digital payments. 43% believe that 
digital payments are simple and convenient. 44% 
of respondents who use Gpay for digital payments. 
28% use a mobile app to pay their electricity bills in 
digital format. 68% use a debit card to make digital 
payments. 41% use E-Banking for digital payments. 
Nearly half of the respondents (46 percent) say 
there is a disadvantage to visiting a bank branch. 
44.8%  of respondents who use an e-banking site 
give it a 5 rating. 46% believe that digital payments 
save their time. 60%  of respondents who belong 
to Consider E-wallet type against payment chosen 
alternative.

Objective Hypotheses Analysis Findings 

To investigate customer 
acceptance of digital payment 
systems and e-banking.

Null Hypothesis (H0):
There is no relationship in between the variables 
of customer adoption and perception in digital 

payment system.

Pearson 
correlation

The digital payment system 
and e-banking have a positive 

relationship.

To investigate the variations in 
customer perception of digital 
payment

Null Hypothesis (H0):
There is no significant difference between 

customer perception and adoption of digital 
payment systems.

One way 
ANOVA

There is no significant 
difference between customer 
perception and adoption of 

digital payment systems.

To assess customer knowledge 
of banking cards.

Null Hypothesis (H0): 
There is no significant awareness on Banking 

cards.

Independent 
sample t-test

There is a lot of knowledge 
about banking cards.

To investigate the factors 
influencing digital payment.

Null Hypothesis (H0): 
There is no probabilistic significance among the 

parameters of digital payment system.

Bayesian 
one sample 

analysis

The parameters of the digital 
payment system have no 
probabilistic significance.

SUGGESTIONS

While people have embraced digital and online 
payment methods, the country's technological 
infrastructure, such as 24/7 internet connectivity, 

networking, proper and secure operating systems, 
and so on, still needs to be developed.
Improved technological infrastructure and 
technological literacy are required to improve the 
digital payments scenario.
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In India still having a lot of room for growth in 
terms of volume in digital payments transactions, 
more research can be done to identify the major 
reasons for lower penetration when compared to 
other world economies.
The government can assure the public that the 
operation of digital payment transactions is free 
of transaction costs, allowing customers of various 
transactions to make purchases online.
Customers must be able to comply with the terms 
and conditions of digital payment methods, 
immediately notify the issuer of the loss/theft 
of the Electronic Payment Instrument (EPI), and 
keep track of their balance, particularly after each 
transaction.

CONCLUSION
The study investigates the impact of digital 
payments one banking services. The combined 
result provides an important policy direction 
for what can enable the country to increase 
cashless payments. The findings indicate that the 
implementation of digital payment technology has 
improved the performance of the banking sector 
and has enabled the country to achieve its goal of 
becoming a cashless society. The study emphasises 
the percentage of people who are aware of how to 
use technology to its full potential. Banks should 
take effective measures to raise awareness about 
the proper use of technology and security.
Digital payments will become mandatory in the 
future, necessitating a change in people's habits 
to accept digital payments. The cashless transition 
is not only safer than cash transactions, but it also 
takes less time. It also aids in keeping track of all 
transactions. As of March 2016, India had over 
100 million active mobile connections and over 
22 million smartphone users. This figure will rise 
further as internet speeds improve. The reach of 
mobile networks, the Internet, and electricity is 
also extending to remote areas. As a result, it is 
without a doubt that the future transaction system 
will be cashless. Individuals benefit from digital 
payments in more ways than one. It also performs 
multiple functions such as sending reminders 
about payments that need to be made, providing 
various offers to the user, and saving a lot of time, 
as part of the government of India's initiative to 
create a digital India, and due to the increase in 
smartphone sales and availability of internet at a 
high speed and at an affordable price, this is one of 
the key factors for consumers to adopt the digital 

payment system as everything can be done online. 
In the near future, there will be an increase in the 
use of digital payment systems, and India will 
undoubtedly become more digital.
"The More Cashless our Society Becomes, The Slippery 
our Moral Compass Becomes."

REFERENCES

1.	 M. Kavitha and K. Sampathkumar (2018), “ 
A Study on Digital payments system with 
perspective of customer’s adoption”, Eurasian 
journal of analytical chemistry, December 2018.

2.	 Prema, A. A., & Thangadurai, V. (2021). A 
study on the factors influencing consumer’s 
intention to adopt mobile wallet in Coimbatore 
city. NVEO – Natural Volatiles & Essential oils 
Journal NVEO, 4744-4749.

3.	 GourabGhosh, “Adoption of digital payment 
system by consumer” International journal of 
creative research thoughts (IJCRT), Volume 9, 
Issue 2, February 2021.

4.	 Lokinderkumartyai C & sauravmehrotra, “E 
wallet marketing  A study on risk involved 
and customer’s satisfaction”, Idea Journal of 
Management & IT, Vol IX, August 2018.

5.	 Praiseye T & Dr. Florence John, “A study 
on consumer preference towards mobile 
wallet”, International Journal of Research and 
Analytical reviews (IJRAR), Volume 5, Issue 3, 
September 2018.

6.	 Dhanya B K, “Consumer perception of digital 
payment mode,” International Journal of 
research and analytical reviews (IJRAR), 
Volume 6, Issue 1, February 20199.

7.	 AshishBaghla, “A study on the future of 
digital payments in India”, International jornal 
of research and analytical reviews (IJRAR), 
Volume 5, Issue 4, Oct – Dec 2018.

8.	 Abha Gupta, “Adoption of Mobile Wallet: An 
empirical study among generation Y” Journal 
of the Gujarat ResearchSociety, Volume 21, 
Issue 11, November 2019.

9.	 Kaur, Puneet et al. (2020) why people use 
and recommend mobile wallet, Volume 56, 
September 2020.

10.	 Vinitha, K, and S. Vasantha “Usage of e-payment 
and customer satisfaction” Executive editor 9.3 
(2018):130.

11.	 Pillai, Sruthy S., G. Sandhya and G. Rejikumar, 
“Acceptance of mobile payments and UPI 
technology, Indian context, International 
Journal of barriers forecasting and marketing 
intelligence 5.3 (2019) : 371-384.

Fathinathul Rafna P, MI Anees Fathima/Customer Perception on Digital Payment Platform



245

Journal of Social Welfare and Management / Volume 14 Number 3 (Part-II) / September – December 2022

A Study on Factors Influencing Work Satisfaction and Employee Loyalty  
with Special Reference to IT Employees at Chennai City	 221

A Study on Financial Planning and Tax Savings Strategies for Salaried Employees	 143

A Study on Occupiers Satisfaction with Commercial Property Management Services	 189

A Study on Service Quality Attributes and Student Learning	 181

A Study on the Impact of Pandemic on Investment Pattern of Investors  
WRT Chennai City	 163

A Study on the Implentation of Finance Erp Tool with the Ramco Cements Ltd	 177

A Study to Examine Consumer Adaptation Towards EV	 123

An Analysis of Students Perception on Virtual Learning & Holistic Development	 229

An Empirical Study on Service Quality & Customer Purchase Intention Towards  
Household Hardware Accessories with Reference Tothiruvallur District	 91

Comparative Study on Intellectual Property Right Act Awareness Among the Rural  
and Urban College Teachers of West Bengal	 9

COVID-19: A Rising Mental Health Crisis and an Unflagging Mental Health Issue	 53

Credible Roles of Bioengineering and Social Welfare: The Case of Post Covid-19  
Social Anxiety and other Nuances	 203

Customer Perception on Digital Payment Platform	 239

Defining a Research Study	 117

Does Dividend Policy Influence Financial Performance? Evidence from Selected IT 
Companies in India	 211

Factors Influencing Purchase Decision of Radiator Core	 137

Impaired to Remember, Think and Make Decisions	 61

Importance of Technology in Education for Future Development	 111

Impulsive Buying Behavior and Conduct of End Users Towards Luxury Brands	 169

Indian E-commerce Customer Cancellation and Return Behaviornomics: 
An Empirical Investigation	 131

Influence of Social Media in Impulsive Consumer Behavior	 83

Job Satisfaction level of Bank Employees: A Study in Tarai Region of Uttarakhand	 233

Modern Trends in Education: Computer and Information Technology in Rural 
Education System in India	 17

Online Marketing and Lead Generation	 197

Role of Media in Mushroom Cultivation	 25

Role of Pradhan Mantri Khanij Kshetra Kalyan Yojana in Developing Mining  
Affected Regions	 99

Strategies for Inculcation of Values	 47

Subject Index
TITLE 	 PAGE NO



246

Journal of Social Welfare and Management / Volume 14 Number 3 (Part-II) / September – December 2022

A Appu	 91

A Nishath Sultana	 221

Abubucker Siddiq I	 177

Addhal Akram	 221

Afrah	 181

Ahamed Aashiq Ali	 83

Ahmed Haseena A	 143

Akansha Joshi	 25

Arpita Sharma Kandpal 	 233

Arpita Sharma Kandpal	 25

Brajaballav Pal	 211

C Lalramchhuana 	 197

D Amutha	 111

D Amutha	 17

D Charumathi	 163

Debasish Bera	 211

Fathinathul Rafna P 	 239

Hammaad Badsha	 189

Isha Tyagi	 61

J Balamurugan	 99

Jairaj Singh 	 61

Keerrthana A	 169

Khadeeja Bilquees A	 177

M Riaz Ahmed 	 181

Author Index

NAME	 PAGE NO	 NAME	 PAGE NO

MI Anees Fathima	 239

Newtan Biswas	 9

P Prema	 117

P Prema	 47

Poojasri S 	 123

Ramesh Nautiyal	 233

S G Balaji 	 83

S M Rojapoo	 111

S P Subashini	 61

S Sumiya	 137

Sangeeta Srivastava	 229

Shabeena Shah W	 189

Sindhu Varghese	 197

Siranjeevi S	 123

Sree Devi K K	 131

Surabhi Verma 	 61

Surabhi Verma	 53

Swarnalatha S	 131

Syed Mohammed Hussain	 137

T A M Hameed Kan	 169

Tasmiya Rubaina N	 91

Ujjawal Shukla	 203

V S Mohammed Nusaib Wasiq	 163

Vinoth S	 143


