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ABSTRACT

fmemvattan has dviver e fives i siine oo fechinolagny o digitel technolugy. Eael anid CyEry
innavation helped the huntanking ro do their work with ease and at the sime time fasrer with guality,
Qe of such tweclnology s cashiless paviments, The enhancemens of digital payments depends on the
usage pattern of different modes of digital pavments and their satiyfaction fowards digial pavments,
Hence this paper amalises the usage pattern of different mudes of digitel payveents and the users
satistaction abaoul digital payments. The study concentrated on the wine methods of digital ety
that are sited in the website of Ittp: Vcashlessindia, govin, This site gives o broader outlook on the
tirret methods of digital paymenis, The study is based on primary dat, The primary data @5 collected
with the help of questionnaire. Since the popdation wfinite, the researcher fras adopted Cochran s
farmuly to define the sample size as 507, The result indicates that the usage pattern of respondenty to
use different modes of digital paymenty is high for “banking cards ' and “mobile Baeking " and low fir
‘milere ATMy' and “Aadhar Ewablod Paymenis Svstems (AEPSF. It is also observed that the
percentage of variarice is high for ‘benefity of online transactions ' and thus the varviahles in "benefits
of online transactions " are sove influentiol with regard o satisfaction about digial pavirents, This
sty concludes that the dipieal pavaent ix Eroimg i the wpward amoventon! over g decade. Vel
theve Iv a need to prow it |0 per cent cashless society by increasin & the wsage af all the methods
i e 0 aned aeireeend Tradic

Keywards: Innovative Methods of Digital Payments, Cashless nation, Usage Pattern, and benefits of
conline transuction

INTRODUCTION

Digatal  payments i o way of pavment which s made throwsgh  online  modes.
In digatal payments; payer and pavee both use digital modes to send and receive money. 1t is also
called electronie payment. Digital payment methods include Banking cards, E-Wallets, Unified
Payment Interface (UPD. Unstructured Supplementary Service Data (USED), Aadhar Enabled
fayment Bystem (AEPS), Mobile banking, Micro ATM, Prepaid card and Internel Banking. Digital
payments have greater impact on human life by reducing their time and save their enerpy for other
productive purposes, After demonetization in November 2016, digital payments-has stanted to offer
interesting nnd advantageouy new services and so there has been 4 prowth in digital transactions
trom 2070 crores in volume i 201 7-2018 16 5487.12 crores in 2020-2021. In India, 89 peT cent ol
cash wis usexd a5 tokal transaction o 2020, which was 100 per cent in 2000, Hence the digital
payment s prowing imncthe upwand movement over o decade, Yot there i5 0 necd 1o griw inta 100
per cent cashless society by makmg people o use different methods of digital payments and sittisfy
them i digital payments, If the satslaction s concenteated, then there may be i ripid increase in
digital payments and it 15 the need of the hour Tor the country to focus on this to achieve digital
India in the upcoming years,
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STATEMENT OF THE PROBLEM

“Digital India is a dream for the nation” said by Prime Minister Shei Narendra Modi. To
achieve this aim, he approved "Pradban Mantn Gramin Digital Saksharta Abhiyan® (PMGDISHA) to
make 6 croce rural households digitally Hierate, This scherme measures the extent o which the Indin
citlzens are digitally lirerate so that they can operaie digital devices, browse internet andd undertake
digital payments. There are also increase in mumber of online services and payment applications, bt
still the common people are crawling due o lack of digital litetacy abowt digital payments, so the
researclier wants o know how much the cilizens are skillful 1o use different modes of digial
pavinients in their day-w-day life, particalarly in Tiunelveli distnct of Tamil Kadu which is the study
area of the researcher, Keeping this as a research problem, gqueshons arises in the mind of researcher
Tike, what s thee Llevel of usage pattern with regard to modes of digital payments system?, And whuat
s their satisfaction on different methods of duygital payments? Constdenng these aloresuid questions,
the researcher makes an aempt To study about the usape pattern and satisfaction rowards difteren
methods of digital payments in Tirunelvell District

REVIEW OF LITERATURE AND RESEARCH GAP
Age pliys an importan pole in the wsage of digital payments and usage of digital
payments does not depend on income and on education of respondents (Sura vally and Hema Divya
2018y, There was a positive correlation between Swareness and usage of digital payments belween
private and public sector banks but with slight differences between them in the implententation of the
digitization schemes (Rengarajan et al. 2018}, Growth of users of smart phone and also the intemet
neleation in metropolitan arcas of Dethi sacilitated the adoption of digiml payments (Shamsher
Singh 2017). There was a significant relationship between perecption, satisfaction and usage rate of
mobile wallet technology (Nidhi Singh et al. 2006}, The 85 per cent of retatlers revealed that 45,3 per
cent of the total paymants were made hrouph cashiless mesns Certainly, it is proposed thal a rIsitiye
outloak is seen omong the small retatlers towards cashless economy in the Metro city of Pune
(Upendra Lele 2018). The young. banked, urhan working poputations we tech-savvy and present
short-term potential for the growth of mobile banking in India, The benefits of mobile banking
should reach 1o the common man i the remotest locations the country {Vinod Kumar Gupta et al.
313) The vontinuous march towards less cash eeonomy will leud to cashless economy in the
country {Sharad Maulhotr),
Demonetization has hiked the thematic and empirical research studies on digital payments.
The present study highlights nine methods of digital payments. Hence this study is purely pioncer
one. Reviews concentrated on awareness, perceplion and the essentials for being cashless yet the
study concentrated on the usage patlern on digital payments. Reviews on salisTacion concentrated
only on level of satisfaction among the variables relating to digital payments but the smdy used
factor analysis to classify and study the catisfaction variables of digital payments. To bridge lhe gap
in the research and to bring out a proctical applicability on digital payments and make India as
cashless mation the researcher has chosen this opic as “Digital Payments: A Study on Usage Pattern
and Satisfaction among the Users in Tirunelvel Dristrict”

METHODOLOGY

The stisdy is bused on both primary aiid secondary daty, The primary data 15 collected with
the help of guestonmure Since the population is infinie, the resenrcher has adopted Cochran's
furmula to defing the sample size, Minimum recpiredd sample size Tor the study s T84, Purposive
campling method under non-probabiliy samphing is ke to select the sample respondents, Digisal
payImenl users Were selected as sample respondents. Since Lhe rescarcher 15 ot sune to get 100 per
cent response rate, the total number of guestiotnaires can e increased by 50 per cent 10 ensure mare
aceurale response (Salkind [997), hence the sample size s increased from 4 10 576, The
oversampling is done to avoid any possible lusses thal can vceur due to the existence: of non-
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coperative subjects and damages. (Salkind 1997 Since there were imcomplete response of a9
questionniire, the response rate is 88 per cent, Henee sample size is 507

OBEIECTIVES OF THE STUDY
The general objective of the study is 1o analyse the usage pattern of  different modes of
payments by its users and their satisfaction m tirunelveli district, The follewing are the specific
objectives:
1. To sudy the socio-economic conditions of the sample respondents,
2, To snalyse the usage pattemn of digital modes of payments by the users of digital payments
and
3. Tocxamine the satisfaction on digital payments
LIMITATIONS OF THE STV DY
The study is confined only to the users of digital payenents in Tininelveli distriet and therefore
the usage pattern of the users of digital payments and satisfaction on of digital payments dilfers with
the other district. Hence the results of the study cannot be seneralized.

TOOLS OF ANALYSIS
In ths study, various statstical technigues like Percentage, Meamn, Standard Deviation and Faclor
Anilysis are used w analyze and interpret the collected <ata

SAMPLE SURVEY STATISTICS
Demographic profile

Tounderstand the respondents in a lueid manner the researcher has analysed the demoyraphic
profile of the respondents. Demographic profile consists of age, gender, educational gualification,
marital status and family imcome of the respondems. The table shows about the demographic profile
ol the respondents
Table No. 1 : Demographic profile the respondents

Variables | No. of sample | Percentage |
| Particulurs  respomdents | =i
Ape | 8 1o 2Svears G L7.8
26-35 219 432
645 128 4.9 ,
d6-55 Ol (RN |
Ahove 55 vears [ 24
[ Total 507 100
Gender Male 267 |52.7 )
Female 2401 473
| Total 507 | 100 Y
Educational Primary 5 30
gualification Secondary I8 ENY
Higher Secondury 0O 13
Under graduate Degree B 178
Pt prachmte Degree [ G4 331
I Professional 2| 36
Technical I A k2
| Total BE 1100
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“Married T360 - ne |
Marital Stats Upmarried - 1 147 1200 .
. Toral - S07 L |
Helow T 20,000 162 2.1
T 20,001- T40,000 154 514
T 40,000- T 60000 6 13.0
Family Income | T 60.001- T 80,000 3 29
. T 50,001 T 1,00,000 o 3.3
Above R 1,00,000 63 124
Total | 507 oo

Source: Prinvary Data

Table | shows thit 43,2 per cent (219) ol the respondents are between "26-35 years’ of age,
24 per cent (12) respondents belong o the age ol ‘above 55 years”. s mferred that digital
payments are tsed by the middle aged group belonging to 26-45 years ol age. These respondents
belong to the workmy calegory, they earm meney il spend for themselves and for their family. Lo
thete busy schedule of a day, they wanl W do away with obstacles in making payment, 50 they use
digital payment fo get the things done quickly,

5§2.7 per cent (267) respondents are "male’ and 47.3 per cent (240} respondents are “female’
I is inferved that now-a- days women perform all types of work which are done by men and 50
gender inequalities i the sociely has reduced. It is reflected in digital payments also. There is a less
difference between both female and male in making digital payments. The findings of the study
supports with the study of Shamshersingh (2017) it is perceived that, there is no significam
differences among male snd female respondents in most of the uttributes of dygital payments,

306 per cent respondents are professional’ and 33.1 per cent completed *post graduation’
1.2 per cent () respondents are educated in “techmical’ level and equal per cent respondents ure
educated upto “higher secondary’ level. It is inlerred that southern Tamileadu s well known for
education. Among the southern districts, Tirunclvel s called as oxford of south India, singe it has
more numiber of educational institutions which gives grealer exposure fo the schonol goers for their
higher education and henee there are wood] nuember ul post graduates and protessionals

71,0 per cent { 360) respondents are Smarried . 9.0 per cent respondents are ummarried’. 1 is
analysed that the marricd respendents have more commitment and responsibilities wath regand 1o
household chore. Hence digital payments bocomes an apt ool ia the hand of married people who sre
tied-up with heavy work. The findings ol the study is supported by Deepak gupla {2020 which
shisws that 50,5 per cent of the married people are aware about digital payment.

63.4 per cent (3217 of the respondents come under the income group belonging 1o 'below 4
20.000 10 % A0.000° and 3.3 per cent (27) of the sample respondents get * T 80001- < 10000
as their monthly income. It is inferred that the smull income group respondents are very comfortable
and confident to use the digital payments, compared 1o high mcome groups. It is alse inferred that
due to fear and mishandling of money by, unaceessed users or hackers, the high imcome group are
reluctant and resistant to use digital pryments,

RESULTS AND ANALYSES
USAGE PATTERN OF INGITAL MODES

Experience is the best teacher all walks of life, Through experience a person becomes a
expert in parficubor sclivity. The usage paiter of different methods of digital payments determines
their regularity in using the digrinl payments. Following uble shows the uskge pattern af respondents
in case of sccessing digital modus
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Table No. 2 Usage Pattern of Digital Modes

_ 5. No. | Modes of Digital Payments Mean i‘::mﬂw
I Llnllied F'u}-m_:nts Interface - 324 |34H__
| 2 ‘ Muobile Bonking _E‘!:‘i =1 1,373 3
3 1 L rstrisciured E-t-lppll:m-:nl:ar:.' Service Daln 18R I.IHH__ 1
4 Banking Cards O aw L1217
_.'; = E-Wallers - 335 | 441 )
fx ___lhll:mn:l Banking - 1.!5.1_ | 211
7 A I-ZF'H_ _ 272 1.307 1
-H Muero A TN :I_E'i"'} r [ 219 5
| 9 Bunks pre-paid mg_ (291 | | 421

Source: Primary dita

In table 2, out of nine variables, the usage pattemn of respondemts (o use different modes of
chigital payments is high for “banking cards’ (3.91), and *mobile banking” (385 and least seore for
‘micto ATMs" (2.79) and *Aadhar Enabled Payments Systems (AEPS) (2.72). 1t is analysed that the
respondents are confident 1 use the digital methods like banking card and mohile banking due to is
accessibility and adaptability. This agrees with the study by Ravi Kumar et al., (2020} which shows
that card transactions have achieved 122.2 per cenl growth in teems of volume and 1037 per cenl
growth in value during the period of 200 3-14 10 201%-19,

FACTOR ANALYSIS ON SATISFACTION ABOUT DIGITAL PAYMENTS

satisfuction of the people on digital payments will lead to recurring wse, which in turn will
shoot up the volume of digiad payment transactions. Henee the satisfaction regarding digitl
payments 18 analyeed using Explormory Factor Analvsis:

Kauiser-Meyer-Olkn Measure of Sampling Adequacy - 0.937
. - - ﬁFIE“EI:H:-S:]umu _Iﬁ¢45.552
Bartlett’s Test of Sphericity ‘ Degrees of l'n.'::h;m _23_} o
' Sig. 0,000 ]

Kaiser - Meyer — Olkin Measure ts an index which define n samphing adequacy, The KMO test
value is 0.937 which is greater than 0.5, can be considered acceptable and valid 1w conduet dati
recluction technegue.

The Bartlet’s test of Sphericity helps the researcher to decide, whether the result of Factor
analysis are worth conssdering amd whether the researchier should continue analvzing the research
wark. Bartlett’s Test of Sphericity, the level of significance 15 <0.001 which shows that there 15 a
high level of carelation between varigbles of all fictors, which make 31 ddequate 1o apply factor
anulysis
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Table No. 3 :Factors Loading, Eigen Value and Percentage of Variance using Principle
Component Method Based on Satistaction in Digital Payments

| | 'F.i_ﬁl: | Percent
Factors | Extracti n age of | oo
Pactor | Yariables : L | Percentage
londing | on value | YVoriane
i o of varizance

Mscounts 042 0,716

Reduced risk of thefl 0,786 | D672

Provides more service oplions 0775 1, 786G

Better transparency and accountability | 0.776 06T

Due installment inguiry 0.752 (L0645

Money transfer spoed 071 01346 o
I 1 T fd . 51 frd 50

Payments ol bills {1,703 | 1,751 -

Tracking spendls w677 0624

Different :w‘ltmmt in thiffercnt bank can 0675 0,669

be operated immedintlely

Humer?us ransactions can be done 0.67 0777

wnmedintely

Statement regquest] by email, Tax) i 6659 0 556

Language given by the senver (.623 | oY%

Time savang 0833 0373

Portabahity 1,523 0. T

Lser-tnendly 13,774 0793

Receiving SM 5 alerts 0685 | 0647

Easy login 47 0514
i .29 | 5.892 70541

24=7 service (645 i 0,766

Knowing of transactions stalus (5 752

J"LQEI;:.HFI[ mformation  and  balance 0.4 (.78

ey

Sratement viewasd online 632 (h33

Trunsaction costs | 0622 0436 | | |

o S = . il
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In table 3, two foctors-such as “henefits of anline transactions’ und “convenience in online
trapsacitons . are extracted oul of 22 vanables: These two factors extracted together account lor sboul
70.54| per cent of the wal varance. Eigen value for the st factor *benefits 10 onlime transactions’
is [4.223 and ‘convenience in online transactions’ i 5.892. The percentage of variance is high for
‘benefits of online transactions” which 15 64.6 and it is low for ‘convenience in online transactions’
that iy 6,245, Thus the varihles in ‘benefits of online transactions® are more influential than the
variables of “convenience in online transactiona’.

The variables are grouped into two using dimension reduction methed i the case of the
respondents” satisfaction regarding different methls of digital payments,

In the first category. the varibles are categorized under the factor of benefits and they are
‘discounts’, “reduced risk of theft”' provides more service option®, better transparency  and
aceountability’, “due instaliment enquiry’, “money trnsfer speed’, ‘payments of hills’, ‘tracking
spends’, “different accounts in different banks can be operated immediately’, *numerous transactions
can be done immediately”, *statement request (by emil, fax)’ and ‘langunge given by the server®,

In the second cutegory. the variables are grouped under the fictar of convenience and they
are “time saving”, “portability’, “user-friendly’, ‘recerving SMS alens’, casy login®, *24x%7 service’,
"knowing of transaction staws’, “account information and balance enguity’, “stalement viewed
onling” and *transaction costs”, Fuctors are,

1. Benehits of online transachions
2. Convenience i onling transactions

Table 3.1 Benefits in online transactions

"'Fnriubies B Mean E‘:’J::;:: il
Discounts 3.37 11114
Beduced nsk of thedl - 304 108

Provides more service options 165 sl

' Betier [I‘ill‘h.'ip:!!‘{:ﬁl.‘?-l.l}l&-J.E:-l-.'r'l.ll'ﬂubﬂl-!_'r' _‘,_ME _ RELY o
Due installment inquiry 3 Tiom

| Mancy transfer speed - T R
Peymenis ol ills R 096
I.'.m;l'::l.:-lng spends ) 3710 [ RIE

| D:ﬁ:r]:ritﬂ account in chifferent banks can  be opernted 148 Wite
immediately —

Numerous transactions can be done immediately 398 | 0.968
‘i_m;hcnlrummt{?m email, fax) B ) _: ied | 1096
Language given by the server. 3.80 0970

Source: Primary Data

Table 3.1, reveals that cut ol 12 variables, satisfaction of respondents is high in case of
‘money transfer speed’ (4.01) and “numerous transactions can be done immediately'(3.98) and least
score is given to ‘reduced sk of thef® (3.64) ‘statement request( by email, fax)' (3.64)
avl*discounts™ (3370 1t is analyzed that, respondents are nol satisfied with ‘reduced sl of
theft” This shows that digmal payments has nol reduced thefi, @t exists in the form of
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eyberenime, Respondents are satisfied with the transaction speed, il 15 because, when [hey waal (o
transfer money in traditional method, o will cost more, waste of encrgy and consumpnon of time, but
when they switch over to digital payiaents they can overcome the drawhacks of traditional method of
payments, The findimg of the stiuly s dispgreed by Nidhi Singh (201 #) which shows thit the variable
of *hedonism® (pleasure in making online paymems) influences the consumer sahsfuction aboul
digital payments.

Table 3.2 Convenience in online transactions

| | Mean Standard Deviation
Time Saving . [4.10 LI76 E——
Portability - | 3.81 1168 3]
User-friendly ) 399 1.013
Receiving SMS alerts _ : 3,93 0.969
Login is very casy 399 1.044
24*7 :;_u_-_r_"r_i,_-.:-:' : ' [4. 12 1.043 = 1
Knowing of transactions staius _ 192 0008 Li;
Account information and balanee enguiry 394 S 0972
Statement viewed anfine IR 0. 1,128
|__'I_‘:_-_u_|j1_:t;:11:|_i::1n Cosly 35 1,183 _—I

Suurce: Primary Dt

Table 3.2 depcts that amang the ten variables of ‘convenience in online transaction’, the
highest mean seore s given 1o T wervice” (4,12, ‘rme saving” (4,001 and the least mean seore 15
given 10 ‘satement viewed online” (3.80) snd transaction: costs (3.54), 0 is analyzed that, the
respondents are dissatisfied with the iransaction cost charged, which they avoid while making direct
payments, The finding of the study is supported by Angel Sural Rose and Ponmalar (2020) which
shiow that transaction cost secured the Tost rank with @ mean score of £5.75 with regard 1o mobile and
internet banking.

The tespondents are satisfied with the variable “time saving'. The finding of the study |s
supported by KamatchiEswaran {2019) which shows that the respondents give more imporlance o
the variable ‘time saving’ with the mean seore of 45.49,

FINDINGS

» 432 per eent {219 of the respondents are between *26-35 years' of age. 2.4 per cent (12)
respondents belong o the age of “above 35 yeurs', [t is inferred that digital payments are used by
the mudidle aped group belonging o 26-35 vears ol age.

¥ 52.7 per cent (267) respondents are “male” andd 47.3 per cent § 240) respendents are *female”. It is
inferred that now-a- davs women perform all types of work which are done by men and 50 gender
wequalities in the society has redueed. 1t hus rellected in digital payments also, there @5 a less
dilTerence between both female and make in-making digital payments,

» 39.6 per cent respondents are “professional” and 33| per cent completed *post graduation®. 1.2 per
cent (6) respondents arc educated in “echnial’ level and cqual per cent respondents are educated
upto “higher secondary” level s inferred that southern Tamilnadu is well known for education.
Among the southern districts, Timnebvelt is colledd s pxford of south Indis, since it has more
number af educational (nstitutions which gives greater exposure 1o the school goers for their
higher education and hence there are good number of post graduates and professionals.

# 710 percent (360) respondents are *myarmed’. 29,0 per cent (147) respondents are sunmarried’ It
is analysed that the married respondents hvee mote commitment and responsibilities with regard
to houschold responsibilities.
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(3.4 per cent (321) of the respondents come under the income group of ‘below % 20000 0 ¥
40,000 and 5.3 per cent (27) of the sample respondents get T 80001 - T 1,00,000 as their
monthly income, 10 is inferred that the small imcome group respondents are very comfortable and
confident 1o use the digital payments, compared to lagh income groups.

Fhe usage pattern of respondents o tse different modes of digital payments is high for ‘banking
cards’ [39]), and ‘mobile bonkime' (3.85) and least score for “mdero ATMs™ (2279 and *Asdhar
Enabled Payments Svstems (AEPS) (2.72), It is anatysed that the respondents are confident to use
the digital methods like banking card and mobile banking due to its accessibility and adapabilivy,

F Two Factors such as *benefits of online transactions” and *convenience in onling transactions’ are

eatracted out of 22 vanables of satisfaction sbout dipital payments. Eigen value for the lirst
factor “benefils of online transnctions” is 14,223 and ‘convenience in online transactions’ is
5892, These two factors extracted together account for about 70.541 per cent of the 1otal
variance. The percentage of variance 15 high for *Benetis of online transoetions” is 64,6 amnd 1 15
low for ‘convenience in online transactions” is 6245, Thus the variables in *benefits of online
transagtions” are more infTuential than the varizbles tn *convenience in onling transactions’.

SUGGESTIONS

o

B

Ministry of Human Resource Development (MHRD ) can make arrangement with non-govermment
srganisation in local areas, so that the trained members of NGOYs meet the people of above 55
years in person and help them in mstallation of 'mobile apps, cnabling USSD i tamil version,
creating username, password and MPIN, which faciliiaes the ebders 1o make dignal poyments.
The Ministry of Education can educate the students about digital payments at higher secondary
level itsell with demo tn local languapes. Since non-tech savvy is the problem on digital paymicnts
and there 15 no obsolete necessity of higher educational qualification for digital payments,

The Service providers of digital payments can update their technology in blo-metric device, so
that it scans quickly. This in trn increases the transaction speed in Aadhar Enabled Payment
system (AEPS) and Micro ATM methed of payments and enhances its usage.

Policy makers can bear the installation and rental charges of micro ATM device 5o as to motivate
the vendors 10 offer digital payments to their customers, which in turn will increase the usage
pattern of Aadhar Enabled Payvment Syvstem (AEPS) and micro ATH.

Big-metric finger print scanners and Point of Sale (Po%) machines con be made available 1o
vendors at a subsidy rate so as to mtroduce digital payments in almost all outlels suceessfully,

The new initintives of RBI be introdoced by all the banks like implementing USSD methed of
pavment, which does not reguene inteenet conngction and androwd mebile, Hence proper promaticon
ahould be made to the people about its availability and its benefits through advemtisement ar word
of mouth prometion or customer query desk.

Policy makers can undertake frequent research on methods of digital paymens, this will help 1o
encounter the problems fuced m different methods of digitnl payments suech as difficalt for ech-
unsavvy and so the problems can be rectiticd for smooth flow of payment,

Dhigitn| pavments service providers can provide immediste response by rectifving the mistake of
network error such as pavisent o delay, s0 as 1o create confidence among the users of digital
payments,

CONCLUSION

“¥es to dightal payment, No to cash” is the new motio of cashless cconomy by Prime

Minister Shri MarendraModi. Digital payments foster ceconomic growth of the country by eradicating
black money and creating transpasency in all transactions. To achieve this, there is a need of cashless
speiety. The present study reflects that, there 15 a moderate usage paltern in difTerent methods of
digital payments which necessitates the awareness and usage pattern of all the methods ol digital
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payments and requirement of infrastructure to achieve the components of Digital Inda under the
mission “Power to Empower”. Even though cash dominates the Indian economy, it s going to be
demolished as soon as people are satislied with digital payments and  non-tech sivvy beeomes
[t v digital payment wehnolgey,
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