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Indian customer perception of digital wallets.

Abstract

This thesis focuses on customer’s perception towards digital wallet in order to help digital wallet
companies to provide better services to customers. The thesis examines customer’s perception
about digital wallets in India and it also identifies the impact of various factors such as privacy,
security, usefulness, convenience and brand name on customer’s adoption of digital wallets in
India. Further, the thesis analyse the problems faced by customers in using digital wallets in
India. This thesis is divided into two parts. The first part contains information about the
definition of digital wallet, various mobile wallet technologies as well as the factors affecting
the intension to use digital wallet in literature review. Here, the information is gathered from

secondary resources like publications, journals, books, etc.

The second part of the thesis includes the analysis of primary data. A structured questionnaire
is designed to collect the data from customers in order to understand their perception. India is
the targeted country for collecting the primary data. The sample size is 120 respondents which
are selected randomly. The analysis of collected data has been done by using SPSS Software.
The data is analysed by using various statistical tools such as the hypothesis testing and one
variable analysis etc. The findings and recommendations are provided in the thesis based on the

analysis.

Keywords: digital wallets, customer’s perception, digital India, benefits of digital wallet,
disadvantage of using digital wallets, factors influencing use of digital wallets, digital
payments, mobile payment



Title of Bachelor Thesis in Czech

Abstrakt

Tato prace se zamétuje na vnimani digitalni penézenky ze strany zakazniki s cilem pomoci
spolecnostem zabyvajicim se digitdlnimi pené¢Zenkami poskytovat zdkaznikiim lepsi sluzby. Prace
zkouma, jak zdkaznici vnimaji digitalni pené¢Zenky v Indii, a také identifikuje dopad rtiznych
faktort, jako je soukromi, bezpe¢nost, uZite¢nost, pohodli a znacka, na pfijeti digitalnich
penéZenek zékazniky v Indii. Dale prace analyzuje problémy, se kterymi se potykaji zdkaznici pii
pouzivani digitalnich penézenek v Indii. Tato prace je rozdélena do dvou Casti. Prvni ¢ast
obsahuje informace o definici digitdlni penéZenky, riznych technologiich mobilnich penézenek a
také o faktorech ovliviiujicich zdmér pouzivat digitalni penéZenku v prehledu literatury. Zde se
informace shromazd’uji ze sekundarnich zdroji, jako jsou publikace, ¢asopisy, knihy atd.

Druha ¢ast prace obsahuje analyzu primarnich dat. Strukturovany dotaznik je navrzen tak, aby
shromazd’oval data od zédkaznikd, aby porozumél jejich vnimani. Cilovou zemi pro sbér
primarnich dat je Indie. Velikost vzorku je 120 respondentti, ktefi jsou vybrani ndhodné. Analyza
shromazdénych dat byla provedena pomoci softwaru SPSS. Data jsou analyzovana pomoci
ruznych statistickych néstroji, jako je testovani hypotéz a analyza jedné proménné atd. Na
zéklad¢ analyzy jsou v praci uvedeny poznatky a doporuceni.

Kli¢ova slova:
digitalni penéZenky, vnimani zédkaznika, digitalni Indie, vyhody digitalni pené¢Zenky, nevyhoda

pouzivani digitalnich penézenek, faktory ovlivitujici pouzivani digitalnich penézenek, digitalni platby,
mobilni platby
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1 Introduction

In today‘s world, the smartphone has become an integral part of everyday life. As it has
become less expensive, the number of smartphone users has increased remarkably. The
number of smartphone users exceeded to 6378 million in 2021 and by forecast it will reach
7516 million by 2026 (Statista, 2021). Once smartphone production, many services are
designed to use possible functions of Smartphones. Not only are smartphones used as
communication devices, but also used as a communication tool, for entertainment tool,
online access tool, and payment tool (Rajgopal, 2012) technically, mobile users these days
can use their smartphones to make money transactions or payments using phone
applications. Otherwise payment, people can also keep receipts, coupons, business cards,
debts to their smartphones. When smartphones work like leather wallets, then it is called
"Digital Wallet" or more commonly known as "Mobile Wallet".

Advanced Information and Communication Technology development has brought many
benefits to the community and affected lives, attitudes and social events of the people. One
of the most important things advances in social stability are the ability to get the most out of
information (Fathian et al., 2009). Intelligent and pragmatic limits have been violated by IT
as well provide an ideal environment for growth, creativity and a culturally viable business
communities. Apart from using information technology, business activities are all new as
well long-term jobs and jobs cannot be fixed. Many world programs (electronic trading and
electronic banking) have continued to deal with this situation (Afsharpour et al., 2013). New
technologies and global connectivity - especially Internet, internal and external networks
(Taghizadeh and Shafigh 2013) now available used in the digital economy, in the retail and
financial sectors online. A High quality e-commerce is one of the goals of all countries.
Pantea et al. (2018) examined the potential impact of the smart customer experience
technology. Increasing customer use of smart technologies contributes to acceptance of their
effect on employee procurement experience. The goal, in all countries, is to achieve the
highest level of e-commerce. How e-commerce has led to the growth of international
corporations. An electric business today is one of the most common topics. Over time, on
the acceptance of e-commerce forums for business development, it is very important that the
organization is in control recognition, honesty and trustworthiness of customers. Information

technology and internet development is growing rapidly and is widely
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regarded as the leading driver of expanded use in the e-commerce commercial services
especially in India. E-commerce also offers new opportunities for shipping and general
service delivery. In addition, e-commerce will do to improve and enhance the productivity
of the organization (Kilan et al., 2017). You are using the Web software solutions for
performing one or more Internet-based e-commerce tasks programs. These activities include
data collection, communication, procurement and sale, distribution, customer delivery,
delivery and payment adjustment among suppliers, suppliers and their customers. E-payment
is one of the main pillars of e-commerce without which e-payment is also considered to be
e-payment. Payment plans are very important to enforcing effective financial policies
through financial transactions and their implications economic and financial activities
around the world. In fact, the most important part of paying a card payment system plans. In
addition to promoting the use of card acceptance, e payment service providers offer many
other options that include acceptance receipt obligations, transaction authorization route
requests and receipts consider another category of information works (Abili and Jafarnejad,
2014). Digital payment systems are considered to play the role of liquid exchange
transmissions such as the most important financial infrastructure in the international
economy. Digital building payment and payment infrastructure allows for significant
amounts to be transferred to a short time between two or more financial institutions. That is,
digital payments systems are important, especially when the currency exchange between
midnight or more financial institutions are organized. Business and trade transactions are
therefore required paid performance and marketing efficiently and effectively (Hakimi,
2010). Because Forty years ago since the introduction of e-payment, major technological
changes, for one part, expand the e-payment system areas and, for the other part, are built
social and business processes make it important to use such programs (Hakimi, 2009).
Digital payment systems are an important part of the country's economy and finances
infrastructure. Their efficient operation in the safest and most timely transfer of funds a
significant impact on the overall functioning of the economic system.

The payment systems of each country are an important part of its economy, as a channel
through which financial resources flow (Tennyson, 2014). Arrival and growth of the Internet
and IT have led to dramatic changes in the way money is distributed. Many countries
currently use a combination of electronic payment systems as well standard payment

systems, including cash, checks, electronic payments and Online Trading
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(Ifinedo, 2012; Golholami et al., 2010). Expenditure of cash and cash to paying for goods
and services is increasingly dependent on the Internet for people as well companies. Various
payment systems have been used by people to purchase products and services throughout
history. Trading is one of the first ways; people take turns goods of other goods and services
in exchange. Other common exchange products it was cattle, sheep and vegetables. Soon
after, people started paying for grain, shells, coins gold (Rampton, 2016). The charging card
was introduced in the early 20th century. In 1983 again, it was like that first suggested the
concept of digital currency (Rampton, 2016), which marked the beginning of Electronic
payment period. The first online purchase took place about 10 years later. Payment methods
have been developed to respond to the growing need for ease of use, too both customer and
seller payments have met this need in cashless terms (Dahlberg et al., 2015). Great credit
card payments with credit and debit cards, online banking and debt payments. Recent
applications for mobile payments and web payments have been available introduced
(Rampton, 2016).
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2 Objectives and Methodology

2.1 Objectives

The aim of this thesis is to assess the customer’s perception towards digital wallet and to
analyze the problems faced by customers in use of digital wallet and to identify the most

significant factors influencing the customer in adoption of digital wallet.

2.2 Methodology

Methodology for the literature review will be based on data collection from specialized
publications, websites, journals and other written or online sources. The practical part of the
thesis will be based on the information gained from the survey.

The sample size for the study will be 120 respondents. The survey will be conducted in India
for those respondents who are using digital wallets. The respondents can be both male and
female who are having an age between 18 to 30 and they may have occupation such as
student, businessman, homemaker, professional etc. The survey will be conducted through
structured questionnaire. The first part of questionnaire will contain demographic questions
such as gender, age, income and occupation. The second part of the questionnaire will
include questions that in turn help in finding out factors affecting customer while using
digital wallet.

The data collected from the survey will be used to assess customer‘s opinion towards usage
of digital wallets. The data will be analyzed by using SPSS software. The one variable
analysis will be done for each question. Beside this, two variable analysis will be carried out
for meeting the objectives stated in the research. The hypothesis test will be done by
performing Chi-Square and correlation.

The method of analysis and synthesis will be used to formulate the conclusion for thesis.
The introduction about digital wallets, market growth and information about various digital

wallets providing companies will be included in literary review of this thesis.
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3 Literature Review

3.1 Definition of digital wallet

Back in history, a mobile wallet was created from a concept called -Digital Wallet. It
dates back to 1996 when the founder of Digital Wallet, Sam Pitroda, who applied for a patent
in the United States. —He said the digital wallet would have a crystal liquid display and not
much is larger than a standard plastic bank card, which is better to touch easily screen and a
simple user interface that allows the user to flip through the digital wallet in the same way
you are investigating a leather wallet. (Pitroda S., Desai M., 2010)

To date, there is no definition of the term —Mobile Walletl. written by certain scholars. In
Non-Confidential GSMA White Paper, mobile wallet is defined as —a software application
on a portable handset that operates such as digital container for payment cards, tickets,
loyalty cards, receipts, vouchers and other items that can be found in a regular bag. The
mobile wallet enables the user to manage a wider portfolio of NFC mobile [Near Field
Communication Resources] from many different companies (GSMA, 2012).

In other words, a mobile wallet is —built where your smartphone works as cash skin: can
have digital coupons, digital currency (transaction), digital currency cards, digital receipts
... etc. all on your smartphone. That means, you install an app developed by other companies
such as Google Inc., Apple Inc. or PayPal on your phone, and use those apps to pay directly
products purchased (online / offline).

Electronic-Wallet is digital wallet (also known as E-wallet) that allows users to make
electronic commerce transactions faster again safely. 1 very useful electronic wallets always
online customers find money in their pockets, Palm-sized PCs, hand-held, and desktop. They
offer security, a simple, and portable online shopping tool. As real bag; E- wallet stores
information on cards. Like Username, password, URL and more are customized cards with
symbols, colors, and other platforms, pictures. E-wallets can be divided into four parts: open
wallets, Semi-closed wallets, Closed wallets. In order to simplifies the process of ordering a
credit card, many companies are available to introduce electronic wallet services
(M.Nandhini & K.Girija, 2019).

A digital wallet is a software-based system that allows a person to make e-transactions. By
using a digital wallet, e-transactions can be easily done using computers, tablets or
smartphones. The Individual bank account accounts are linked to their digital wallet. Digital

wallets are not only used online purchases but also user verification. A digital
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wallet can store complete user information including details, transaction history and personal
information. They can be used in combination with others mobile payment systems (Akhila
Pai H., 2018).

3.2 Types of digital wallet

According to the Reserve Bank of India, there are four types of digital wallets currently in
use in India. These are:

1. Open Wallet: An open wallet enables users to withdraw money from an ATM or bank,
transfer money and make purchases goods and services. M-pesa by Vodafone is a great
example of an open wallet. This service can be accessed only if introduced by the bank.

2. Semi-Open Wallet: Semi - an open wallet that allows you to purchase goods and services
for a fee wallet but withdrawing or redeeming it is not possible. Eg. Airtel Money is a dual
fund retailers have a contract with Airtel.

3. Closed Wallet: Closed bag only deals with one merchant. Used to purchase goods and
services with only one dealer. Withdrawal is not possible. The money left in the purse can
be used for the future transaction with the same vendor. Eg. Book show, Makemytrip.

4. Semi-Closed Wallet: A semi- closed wallet allows us to purchase goods and services
with listed retailers in listed places. Withdrawals or redemption are not possible in a closed
fund Eg. Paytm (T. Praiseye & Dr. Florence John, 2018).

3.3 Advantages of digital wallets
The advantages of digital wallets are as follows (Akhila Pai H., 2018):

» A person's wallet can be snatched, misplaced or taken out of pocket, but a mobile
wallet cannot be, though there is an opportunity for someone to steal someone's cell
phone.

» Ifthe bill is Rs 199/ - or Rs 235/ -, a person will not have to rush to ask for a change.
Digital wallet allows one-tap payment.

» One requirement for not always filling out card numbers and passwords, they can
link their credit cards, debits bank cards and accounts and pay quickly without any
hassle to enter details each time.

» When a person pays with a credit card or debit card, the person discloses their privacy

banking data on the seller's site or in its establishment, may lead to
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unnecessary security issues but with using E-wallet, a person can restrict the
disclosure of personal data.

» Major rewards for types of discounts and fees.

3.4 Disadvantages of a digital wallets
The disadvantages of digital wallets are as follows (Akhila Pai H., 2018):
» Digital wallets can only be used with a smart phone and a fast internet connection.
» In addition to the internet connection, security is a major problem.
» Dismal Battery backup of smart phones one can never be sure whether the phone
will alive for one tap payment.
» Digital Wallet users will not receive any monetary interest that is available in
digital wallets.
» Itis always dangerous if you lose your cell phone because most wallets do not

require an additional level of the authenticity of making a transaction.

3.5 Emergence of digital payment in electronic commerce

E-commerce is becoming increasingly important as a global customer, vendors and suppliers
make transactions tailored to the current needs of the business within the context of a global
business. The state of global business is growing competition, as well as customer demand
for goods and services is also very high (Cheung, C. M., & Lee, M. K. 2005). In these cases,
the needs of e-commerce and popularity it is becoming more and more pronounced. In the
case of electronic commerce, the type of an industry used to buy and sell products and
services through electronic systems such as such as the Internet or other computer networks
(Sauer 2000). Contributed to e-commerce development in promoting Internet, email, mobile
devices, social media and smartphones. In terms of its accessibility, e- Commerce is defined
as e-traders, instead than any other type of business transaction (Zhou, 2008), for example,
the exchange is dealing with faces or direct conversations. Integration of technology,
including data (eg electronic data exchange, e-mail), data collection (eg identical
information, electronic newsletter) and automated data collection, e.g. the barcode will be

provided with a technical view (Zhou, 2008).

The growth of e-commerce has and significantly changed the life of the customer. On the

Internet, customers can find faster products to visit a body shop by visiting a website by
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comparing stores, which can reduce travel time and customer costs. Therefore, online
shopping is very easy to buy sales, promotions, discounts and group transactions there are
traditional partners. Increasing competition between organizations is creating increased
competition within the e-commerce industry, meaning organizations can has given
customers huge discounts (Coulson, 1999). As Internet skills expand and continue to be used,
online trading will no doubt have a major impact the national economy and the type of sector.
Given global internet access, these new e-markets have rapidly grown into a global product
that will lead the Internet and electronic commerce to advance the world integration process.
In its basic form, e-commerce contains any internet in practice. This usually means
transferring goods, services or information. The Internet is just the latest phase in ICT, which
has made information more accessible, faster compact, less expensive to eat, and easier to
analyze properly. Due to the cost of technology is usually lower, access to the Internet is
usually more easily accessible than any other electrical or IT communications means earlier.
While using electronics communication methods (e.g. email systems) is not a new way to
communicate again exchange of goods and services, today's e-commerce system works
better because uses the best Internet quality (Van et al., 2001). E-commerce depends in good
communication and information exchange. Most e-commerce communication is transmitted
electronically. Therefore, the capture and use of details throughout the distribution process
are made digital communication.

Throughout the recent decades, various studies have focused on the effect of users 'trust’
adoption of new payment systems. Several researchers, including Mobile Payment Systems
(MPS), have learned the result of confidence in the implementation of new payment systems
by customers. For example, Xin et al. (2013) reported confidence is important in users
‘intention to use MPS. Cao et al.(2016) stated that visible self-esteem is very important
among all things affects users' decision to use MPS. However, given the importance of
confidence in the adoption of MPS, some authors have suggested that self- esteem
contributes to the adoption of MPS in conjunction with other factors. For example, Killian
and Kabanda (2017) emphasized that confidence, risk and common use are factors that an
important influence on South Africa's middle class citizens' travel goals payments. Lwoga
and Lwoga (2017) stated that awareness, reliability and usefulness of payment services are

predicted to provide ease of use.
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3.6 Mobile wallet technologies

Direct carrier billing
This has been a traditional practice for decades. —It's also called direct operator billing or
mobile content billing, allowing users to make purchases with their calls from merchants
without entering credit card data (PCMag). For example, TYS (Turun Y lioppilaskylasaatio)
is The Student Village Turku Foundation based in Turku, Finland. They offer a laundry
service all eligible employers. Washers and dryers in the laundry are paid for by using mobile
payment. Payment is approximately 1.6 € and will be charged directly in your billing file (or
take it out directly from the phone's balance). If you have a prepaid telephone service, you
need to have at least 15 € - 20 € left phone, depending on the mobile operator, activation
(TYS).
QR and bar codes
—QR codes are bar square that enables more cloud-based advertising and payment
applications [(Webster, 2012). We can see an example of QR code in picture 1. The
verification code you can select can be required for security purposes.
NFC
NFC is a dictionary of Near Field Communication. Any devices installed this technology
can communicate and share information as well data within a few inches (GSMA, 2012).
Activation, both devices need to have NFC (Webster, 2012).
Cloud-based solution
A cloud-based solution is also known as cloud computing which is defined as —a an all-in-
one, simple, and desired network access model in shared pool of configurable computer
resources (e.g., networks, servers, storage, applications, and services) that can be provided
immediately too issued with minimal management effort or communication by service
providers I(Peter Mell, Timothy Grance, 2011). For example, PayPal tries to allow its users
to do so transactions simply by typing their mobile phone number and physical PIN code
POS (Webster, 2012).
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3.7 The Technology Acceptance Model (TAM)

In 1960, two vendors, Fishbein, developed the Theory of Reasoned Action (ToRA) and was
extended by Fishbein & Ajzen, which deals with the determination of individual behavior.
In this model, moral purpose is identified as an additional cause of behavior. Any purpose
engaging in certain behaviors is shaped by attitudes and the practice of humility. Fishbein &
Ajzen‘s work is an influential thought whose use can only be seen in the field of social
psychology but also in customer communication and behavior.

In the field of technology, understanding the complexities of human behavior is empowered
inventors to predict user behavior in relation to technology products. In 1986, Fred Davis
has published the Technology Acceptance Model (TAM), based on ToRA. TAM is one of
the best known extensions in the study of learning adoption and application of new
technologies (Aydin & Buznar, 2016). In this model, the user's motivation to avoid or adopt
new information technology the product was determined for the purpose of using the
product, and that function described as two useful features (PU) and ease of use (PEU)
(Aydin and Buznar, 2016).

However, Mathieson et al. (2001) pointed out that the predictive capacity of TAM is limited,
because apart from PU and PEU, there are other important things also codes of Conduct. For
example, the standard ToRA procedure was not in TAM. Begconizing the limit, researchers
added other elements to the classic, namely led to the expansion as TAM2, TAM3, United
theory of the adoption and use of technology (UTAUT). These types maintain the simplicity
of the TAM base and improve prediction and interpretation of technological adoption
(Mathieson et al., 2001).

This concept harmonizes with the TAM extension and the ideas created by Nguyen & Pham
(2016). In other words, intensive research will become commonplace and built on a
foundation of Nguyen & Pham'’s thoughts. The Nguyen & Pham study published in 57th
edition of the Journal of Science: Ho Chi Minh City Open City. Their lesson analyzes factors
affecting the purpose of using commercial mobile service Citizens of Giang. The research
model is shown in Figure 1.

According to research model given by Nguyen & Pham, research features include perceived
usefulness and perceived ease of use, social influence, perceived credibility, perceived costs,

variety of services and perceived mobility.
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Social Influence Perceived Costs Perce-n./ed
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Figure 1: The Technology Acceptance Model (TAM)
Source: (Nugen & Pham, 2014)

3.7.1 Perceived Usefulness (PU)
Physical use refers to —the degree to which one believes performance will work best through
a particular systeml (Davis 1989). According to Tandon et al. (2017), man relied on his
psychological examination that a the technological product, in this case, the mobile wallet,
will enhance his / her to work, to decide whether you intend to use it or not. The feature is
an important predictor of technological acceptance. Found in previous studies that benefit
comes with saving time and speed (Nguyen & Pham, 2016; Tandon et al., 2017; Aydin and
Burnaz, 2016).
3.7.2 Perceived Ease of Use (PEOU)
Physical usefulness is defined as —the degree to which one believes that the use of a certain
system has no effort I(Davis, 1989). The second key feature the obvious in the technology
adoption model. Davis also explained that users you may want to get used to the new system
if it seems easy to use. Dai & Palvia by Nguyen & Pham (2014) has made the same statement
of usability again the readability of the mobile marketing service is very important, however
users have technology or technology — they have no knowledge. In the context of this
concept, the wallet payment service will be easy to use as a current payment method for
users who are beginning to consider switching to their future operations fund.
Tandon et al. (2017) suggested that the features of ease of use include:

» An easy-to-use structure, a technical product interface;

» User and product hard work experience in the early stages;

» Speed to acquire the required features;

» Ease of set of required actions and speed of navigation and making a purchase.
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» User control while using a technology product.

3.7.3 Social Influence

The concept of social influence is derived from the ToRA of Ajzen and Fishbein (1980),
understood as man's view of the social pressure of involvement or non-involvement of the
chestl. Personal opinion is influenced by a person or group of trust such as family members,
friends, co-worker, celebrities and mass communication methods. Vietnam as a collective
society, where people they are groups, and they emphasize strong relationships and loyalty
(Hofstede).

Loyalty means showing strong and lasting support for the group, the individual. In other
words, a person prioritizes the kindness, interest and opinions of his or her group, relatives
or friends over him. The implication of this cultural practice in this sense is that Vietnam's
intention to use a portable purse will increase if it is closed encourage or pursue them. Dai
& Palvia by Nguyen & Pham (2014) also found that out social influence has an impact on
Chinese and Malaysian customers, who also participate collection culture.

3.7.4 Perceived Credibility (PCr)

Zhao & Kurnia (2014) described perceived loyalty (or perceived trust) as —the Customer
willingness to take risks to meet their needs based on what is expected of the service
providerl. In other words, if the service provider is able to give customers the impression
that their details, payment guarantees, the code of conduct is safe and secure, their customers
have greater confidence in using the app to meet their needs. Used the notion of visible
honesty said that honesty has a positive effect on the purpose of customer service. It was
investigated whether loyalty was related to that security and privacy. Both of these aspects
are the most troubling among Vietnamese, like Bui & Pham (2012), in their study; found
that data confidentiality Defense in Vietnam remained modest. For that reason, it is
considered that building the reliability of the e-wallet is important to influence the purpose
of customer use.

3.7.5 Perceived Costs (PC)

Luarn & Lin (2005) by Nguyen (2013) defined costs that are recognized as costs Each person
believes he or she must pay to use a technology product. Can be transaction costs, monthly
or annual service provider fees, mobile device costs, mobile data system. During the Nguyen
& Pham study, the impact of costs was found to be insignificant, Kurnia & Zhao (2014)

pointed out that more money will do makes customers rethink whether or not
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they use a mobile payment method Participants in the Pham and Bui investigation said the
mobile commerce products were almost identical expensive compared to their financial
capacity. Respondents also said unspecified data charges also serve as a barrier to mobile
app usage.

3.7.6 Mobility

Kalinic & Marinkovic (2015) defines travel as being able to access a service again do
financial transactions anytime and anywhere, or on the go. Mobile The commercial service
is obviously designed for a range of mobile devices, and data transmission is terminated via
wireless internet access such as Wifi or data. This gives users the opportunity to be
independent of time and space, thus allowing for it sending and sending time-sensitive
payment information, the amount of which depends on its timely use (Wang & Li, 2011).
This emphasizes that when users, they are using a mobile phone wallet, we can start and
complete a transaction from anywhere, as long as we have it network connectivity with their
nearby mobile devices, they will be encouraged continue to use this payment method in the
future.

3.7.7 Variety of services

The hypothesis of various services aims to test whether it is more food or not payment
services in mobile wallet create a positive customer attitude towards to use it. Nguyen &
Pham (2014) pointed out that Vietnamese customers were absent satisfied with the current
mobile trading services. Vietnam is open they encounter new services, at the same time, they
do not hesitate to delete services are not their needs or expectations (Appota, 2018).
Measured that a Vietnam average downloads 5 programs every month, and subtract 3
applications at the same time.

In an effort to attract users to the mobile wallet, Vietnamese wallet providers do not simply
deposit the wallet digitally. Today, e-wallets provide more than just storage fees and general
payment services, they offer specific payment products such as paying for movie / plane
tickets, aid bills, credit card, reminding friends to return, to separate debts. Recently, during
a traditional Vietnamese holiday, e-wallets are like Momo and ZaloPay have allowed users
to exchange fortune on their platforms.

3.7.8 Behavioral Intension

As mentioned above, intentional behavior is a close cause of behavior. Behavior the purpose
is understood to be —an opportunity for personal independence to participate in given

behaviorl(Fishbein & Ajzen, 1975). The bigger the target, the more it is possible that
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the behavior is performed. Ajzen, in his research on Theory of Planned Behavior in 1991, it
continued to be recognized that the purpose of morality reflects a person's level of self-
esteem he is willing to go, and the effort he plans to make, to do the character. Nguyen &
Pham‘s research suggested seven factors that could influence construction of the moral

purpose of receiving a mobile wallet.

3.8 Factors affecting the intension to use E-wallets

Intension of Use

Yi and Hwang (2003) predict web-based use the information system will be most affected
by independent operation, enjoyment, learning objectives and acceptance of technology.
Perceived usefulness

Davis (1989) was a pioneer in technology development acceptance model that helped predict
the purpose use helps to recreate the information system again information Technology.
Jaruwachirathanakul et al. (2005) means that usable visuals have been able to promote web
banking acceptance by Thai customers.

Ease of Use

(Churchill 1991) suggested that it is always easy too it is desirable to do tasks that require
less time to perform has been done since people organized jobs in chronological order as
they please.

Security/ Privacy confidence

The prosperity of the people to embrace and implement new technologies to find domestic
and legal purposes jobs are called technology readiness (TR). The average person is very
sensitive to family and work activities that require security and privacy (Parasuraman and
Colby, 2005).

Social Influence

Adopting new technologies and phone updates survival in the current world of competition,
and exploitation modern technology for day-to-day operations is affected social influence
(Venkatesh, 2000). Sudeep (2007) states that the installation of advanced technology is
social impact on users as they feel connected to the modern the earth.

Trustworthiness

Kim et al (2001) (Kini and Choobineh, (1998) do things to trust as an important factor
affecting customers ‘willingness to go shopping online. Pavlou et al., (2003) it means

creativity and trust fitness plays an important role to gain the acceptance of any technology
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by its users. The users need reassurance that information related to Personal issues do not
have to be disclosed to anyone at in the wrong way (Culnan and Armstrong, 1999).
(Erikssonet al, 2005) stated that trust has a positive effect on PU and PEOU of TAM. The
situation with regard to online banking is most affected by PU and PEOU (Chiou no Shen,
2012).

3.9 Major Providers of digital wallet Services in India
1 Google Pay (formerly known as Tez) - As part of its Google ecosystem they have
upgraded their user domains very quickly, without being too late. It is currently the No.1
digital wallet in India. With Google Pay you can send money to friends, pay bills and shop
online, update your phone - all via UPI and directly from your bank account. Since Google
Pay works with your existing bank account, it means that your money is safe in your bank
account. No need to worry about reloading wallets and you do not need to create an
additional KYC (Know your customer) - required for all other applications. You can also get
debit cards and other rewards, with direct refunds transferred to your bank account. Now
you can refill your mobile or monthly bills. Since the introduction of the UPI (Unified
Payments Interface), wallets have been answered when users select an account to transfer an
account via UPI. Installation number: 100,000,000+ (100 Million or 10 crore) on Android
Play Store
2 PhonePe (earlier part of Flipkart) - PhonePe started in 2015 and in just 4 years has
managed to cross the 100 million download mark. From UPI payments to recharges,
transfers to online payments, you can do everything on PhonePe. It contains an excellent
interface and is one of the safest and fastest online payment experience in India. Installation
number: 100,000,000+ (100 Million or 10 crore) on Android Play Store
3. Dhani - The Dhani App is part of the Indiabulls group and has many features. It doesn't
have the same wallet as other apps, but it can be integrated with the Dan SuperSaver Card.
Dan also has a reward and loyalty program for Dan customers where customers can play and
earn cash to pay for mobile reloads, EMI ( Equated Monthly Installment) payments,
Insurance, and Dan's new products. This can be combined with Dhani Super Saver Rupay
(visual and virtual card) which ensures a 5% refund of all card purchases and is completely
free in the first month. Installation number: 20,000,000+ (20 Million or 2 crore) on Android
Play Store and iOS
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4. BHIM Axis Pay - BHIM Axis Pay is a UPI banking system that allows you to transfer
money instantly to anyone who uses your smartphone. Perform online recharges in your pre-
paid set-top boxes directly from the app. Installation number: 1,000,000+ (1 Million or

0.1 crore) on Android Play Store

5 PayTM - PayTM is one of the largest trading platforms in India, offering its customers a
digital wallet to save money and make instant payments. Launched in 2010, PayTM operates
a slightly closed model and has a mobile market, where a customer can upload money and
pay for merchants who have contact with the company. Originally it was the No.1 digital
fund in India before the UPI was introduced. In addition to conducting e- commerce
transactions, the PayTM wallet can be used to pay, transfer and receive services from
merchants from the tourism, entertainment and retail industry. They also have UPI enabled
payments now. Installation number: 100 Million (or 10 crores) in the Android Play Store.

6. Mobikwik - MobiKwik is an independent mobile payment network that is said to connect
25 million users with 50,000 merchants and more. This mobile wallet allows its users to add
money using debit, credit card, bank net money and the collection department, which can be
used for refinement, debt repayment and market purchases. Due to the growing demand for
utilities, MobiKwik has also recently met with smaller and smaller restaurants, restaurants
and other offline retailers. Another unique feature they have is their cost tracker that allows
you to set a budget for your expenses on all payment instruments and uses your SMS data to
analyze and control spending. Installation number: 10,000,000+ (10 Million or 1 crore) on
Android Play Store

7. Yono by SBI - This mobile wallet app was introduced by State Bank of India to allow
users to transfer money to other users and bank accounts, pay bills, refill, book movies,
hotels, shop and travel. This low-cost paid close-up fund offers its services in 13 languages
and is also available to non-SBI customers. This app also allows its customers to set
appropriate reminders, transfer transfers and view a small statement of tasks performed.
Installation number: 10,000,000+ (10 Million or 1 crore) on Android Play Store

8 ICICI Pockets - ICICI Pockets is a digital bank that provides a wallet paid to its
customers. It offers the opportunity to use any bank account in India to fund your paid wallet
and pay for transactions. With Pockets, one can transfer money, exchange, book tickets, send
gifts and share expenses with friends. This wallet uses a virtual VISA card that enables its

users to create any website or mobile app in India and offer special deals or
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packages from compatible products. Installation number: 5,000,000+ (5 Million or 0.5 crore)
on Android Play Store.

3.10 World market

Future Market Research identifies Alibaba Group Holding Ltd. (China), Apple, Inc. (U.S.),
Citrus Payment Solutions (India), Google, Inc. (U.S.), MasterCard (U.S.), Oxigen Services
India Pvt. Ltd (India), PayPal Holdings (USA), Samsung Electronics Inc. (South Korea), and
Visa (USA) as major retailers in the global E-wallet market.

Most E-wallet services like paytm and free billing function by using mobile phone apps.
Regardless of the traditional payment process, E wallet is based on encryption software that
incorporates an analog wallet during a money transaction. In addition, E-Wallet allows you
to store multiple credit card numbers and bank account numbers in a safe place and
eliminates the need to enter account information during a transaction. When a user is
registered and creates an E-Wallet profile, access will be made to make payments faster and
with less typing.

In the latest trend, the NFC chip-enabled smartphone is expected to hit the market as most
smartphone manufacturers equip phones with NFC (Near field communication). Placing a
smart phone within four inches of a payment pad or touching a small student will enhance
your wallet or pass payment confirmation letter.

In addition, according to industrial development, in July 2017, Axis Bank acquired a free e-
commerce Company offering digital services. Paytm, on the other hand, is being restructured
with a number of funds to increase e-wallet transactions. Citrus payments are received by
Naspers-owned PayU with $ 130M to increase its operations in India. Endless opportunities
in this field invite many players to invest in the E-wallet market.

Geographically, North America followed by Europe formed some of the largest regions that
contributed to market growth. Asia pacific, Japan, China and India go to countries with no
money. There is a high potential for e-wallet growth due to the increase in smartphone
acquisition in the region. In India, after demon possession, online payment transfers have
skyrocketed. The government supports a moneyless country and a digital world and such
programs will boost the growth of the e-wallet market. Paytm saw a 4.7% increase over the
past three months. The free toll doubles the number of users who send to create demons and

move a small amount of money. All countries around the world support
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online wallet payments that will help track every type of transaction and reduce black money
transactions.

The trend of mobile devices is global and irreversible. These devices are becoming more and
more present in our lives and their discovery is growing much faster than previously
expected. Improvements in the supply of these devices and the increasing use of them have
changed our approach. This trend has been determined in a very special way by the
emergence and subsequent evolution of smartphones as they have the potential to add ever-
evolving apps that solve tasks that have been in need of huge time investment.

In this new era when mobile devices become the center of daily activities, many of the
existing services that used to function well before the existence of these resources will come
to an end, with all major changes affecting social norms (TicWeb, 2016). In the same way,
other services will emerge and develop in a more organized and intelligent way.

Following this trend, the mobile market in recent years has led lenders, banks and technology
companies to direct themselves to the mobile market to find payment solutions in the future.
Financial technology is currently growing rapidly. The FinTech industry, which brings
together all financial services companies that use the latest technology to provide new
financial products and services, is currently producing millions of euros with a direct impact
on the financial and technology industry. This value and financial strength is one of the
reasons why the industry is able to transform traditional business practices into almost all
financial services and services: banking, insurance, transfers and payments, market

provision, investment management, deposits and loans, cash acquisition, etc.

3.11 Indian Market

As shopping patterns continue to emerge thanks to Covid 19, even mobile and digital wallets
in India have also emerged. As UPI made payments seamless, mobile wallets and digital
payment systems overcame credit card usage and gradually began to incorporate traditional
payment methods. India is slowly opening its way to a society without money, from those
heavy body wallets to tangible wallets; we change at a critical speed. The withdrawal of
money by the Indian government also put pressure on the funds, and since then, the customer
base of these funds has been steadily increasing. Prior to demon possession, cash transactions
were about 95% of jobs, 85% of people were still paid in cash, and about 70% of customers

voted _Cash on delivery‘ as the preferred payment method.
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India has seen a dramatic increase in the number of digital wallet users. The nation is moving
slowly towards becoming a moneyless economy. Digital Wallet or Mobile Wallet (e-wallet)
simplifies your life by helping you make transactions faster and easier. In November 2016,
while India was announcing all its currency notes as illegal tenders, an illegal street vendor
had no choice but to accept payments on e-wallets. Paytm, which was a growing product at
the time, went from 125 million users to 185 million users in less than a month and made
India the center of all e-wallet business practices.

Since then, domestic and foreign e-wallet products have never looked back. India and China
account for 70% of the world's 2.1 billion e-wallet users. The massive adoption of digital
finance should not surprise Asia; a region that is already leading a travel game. A densely
populated continent brings great business opportunities to attract millions of users. After new
trends begin to emerge, e-wallet service providers have a list of predictable trends and
synchronization.

This is one of the major obstacles to the widespread adoption of e-wallets. Retailers in many
parts of Asia, especially those in small towns are reluctant to move forward with traditional
processes. Excluding developing countries like Singapore, China, or India, most others have
shown an increase in laziness in consumption. 28% of surveyed merchants accept payments
on e-wallets which is behind credit cards (35%). However, the willingness to try new

payment channels exists; an opportunity to come from e-wallet service providers.

3.12 Market growth

The mobile market is expected to reach $ 255 billion by 2025 at the CAGR of 15.2% for the
year 2020-2025. Increased use of technology in financial transactions and the rise of various
commerce platforms are expected to accelerate the market for mobile wallets during
forecasting. In 2018, according to a report provided by the Government of India, India has
more than 15 wallet or e-wallet companies of which 14 are mobile wallet companies based
in India. Digital payments in India see a steady growth with a combined annual growth rate
of 12.7% in the value of non-cash transactions. Similarly, Chinese mobile wallets are

growing at a rate of 22% with a total transaction total of $ 41.1 trillion in 2018.
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Asia Pacific has dominated the mobile wallet market with a market share of 58.45% due to
an increase in the number of commerce platforms including Flipkart and Alibaba, efforts and
good government policies to promote the use of digital payment channels.

NFC technology is estimated to grow in CAGR by more than 29% during forecasts that are
easily credited for its easy use and advanced security options as it enables Smartphones to
exchange data and operate as a payment device.

The Mobile Wallet Market Report predicts that size is driven by efficiency and cost by
reducing processing costs across all vertical vertices.

Major players working in the mobile wallet market include Apple, PayPal, Samsung, JP
Morgan Chase, Amazon, Tencent, Google, Ant Financial, One97 Communications Limited,
Vodafone, Skrill, American Express, Sprint Corporation, Well Fargo, Mastercard, Visa,
Initial Data, and AT&T.

NFC (Near field communication) technology is estimated to grow in CAGR by more than
17.56% during the forecast period. The growing adoption of non-contact payment solutions
and the integration of NFC layers into smart devices drives market growth. The popularity
of NFC mobile payments is compounded by its ease of use and advanced security options.
It enables Smartphones to exchange data and act as a secure payment device and stores
customer credit card details and allows the user to pay at NFC POS terminals via
smartphones.

NFC mobile payments also help retailers access operating cost benefits such as reduced
revenue processing and successful customer engagement. Companies are expanding NFC
technology in their mobile payment solutions to allow for faster and easier payments. For
example, in 2018 Apple partnered with Brazilian bank Itau Unibanco and introduced
payment systems that work with NFC. Similarly, many Android and Microsoft-Windows
smartphones have also used NFC technology to facilitate untouched payments. All these
technological advances will create demand in the market.

The slightly closed cell grows with a very high CAGR of 14.56% during the weather as this
bag requires less transaction details. Technology players like Uber, Ola, Flipkart,
MakeMyTrip, Paytm and Amazon are focused on investing in a closed fund to provide an
integrated banking experience to their customers. Companies use their technical history to
provide new products to their users. For example Amazon has invested $ 33.5 million in its
closed-ended Amazon Pay fund to increase attractiveness of Amazon Pay with a refund

purchase on its site. Similarly, Flipkart has announced a $ 77 million grant to its payment
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partner Fonepe to increase its performance. All of these investments and investments will
enhance the demand for a closed fund there by creating opportunities for mobile funds.

In 2018, Asia Pacific controlled the mobile share market share of approximately 58.45% of
the total market in 2018. The APAC economy is heavily influenced by countries such as
China and India. In these countries, the market is driven by a growing number of commerce
platforms including Flipkart and Alibaba, good government programs as well. For example
in India, the government's act of demon possession in November 2016 created a huge
demand for money in a mobile fund in India with a growth rate of 53.5%. Similarly in China
49.6% of the country‘s population is using mobile phones and it will rise to 60.5% by 2023.
Similarly, smartphone penetration worldwide is increasing rapidly. Nearly 50 percent of
mobile users worldwide had a smart device by 2018. Increased smartphone use and
technological advances in connectivity infrastructure will create the desired mobile wallets

in the region.
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4  Practical Part

It becomes essential to understand the customer’s perception about digital wallet as it will help the digital
wallet companies not only in providing better services to customers but also in increasing their customer

base.

For this study, the primary data is collected to understand the customer’s perception towards digital
wallet. The data is collected by conducting survey using structured questionnaire which was shared
randomly among respondents. Approximately 120 respondents were participated in the survey. To
understand the customer’s perception about digital wallet, the study is limited to single country namely

India. The sample size of 120 respondents from country is randomly selected for analysis.

Data collected from the survey has been analyzed using SPSS software. One variable analysis was
performed for each question. Apart from this, Hypothesis testing has been done by using Chi-Square and

Correlation method.

The analysis was used to form the conclusion of the thesis. Introduction to digital wallets, market growth
and information about the various digital wallets provided by companies was included in the Literature

review of this thesis.

The objectives of this thesis is to assess the customer’s perception towards digital wallet and to analyze
the problems faced by customer in use of digital wallet and to identify the most significant factors
influencing the customer in adoption of digital wallet. The demographic factors such as age, gender,
occupation are analysed for meeting the objectives stated in the thesis. Beside this, various factors such
as privacy, security, convenience, usefulness, charges and brand name etc. have been considered for

fulfilling the objectives of the thesis.

If the company could successfully accomplish long-term relationship with its customers, it could simply
gain trust over its customers which could a major success factor. Hence, the digital wallet companies
need to understand the customer’s perception in order to establish long-term relationships with its

customers. Thus, this thesis is aimed to study customer’s perception towards digital wallet.
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Age -

AGE

‘ = Less than 25

= Years 26 - 35
» Years

36 - 45 Years
= 46 - 55 Years

Figure 2: Age
Source: (Primary data, chart prepared by the author)
Interpretation - The 42% respondents are from the age group of 26 - 35 years and 33%

respondents are from less than 25 years. This data includes different age groups for the study.

Gender -

GENDER

= Male

= Female

Figure 3: Gender
Source: (Primary data, chart prepared by the author)
Interpretation - The male & female ratio for the study is about 58% - 42% to understand
the dimensions from the perspectives of both the genders.
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Education -

EDUCATION

= School Level
= Graduate

= Post

. Graduate

Figure 4: Education

Source: (Primary data, chart prepared by the author)
Interpretation - The majority of respondents like 42% are graduated and 33% are post

graduated. This shows the minimum education level to understand & use the mobile wallets.

Occupation -
OCCUPATION
= Student
= Employe
= d
- Self-

amnlnuad

Figure 5: Occupation

Source: (Primary data, chart prepared by the author)

Interpretation - The 50% of respondents are employed and some company and other 25%
respondents are students till now.
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Monthly Income -

MONTHLY INCOME

H Below Rs B Rs 10,000 - Rs
B Rs 20,000 - Rs 30,000 Above Rs

Figure 6: Monthly income
Source: (Primary data, chart prepared by the author)

Interpretation - The average monthly income of 50% respondents is between Rs 20,000 -
Rs 30,000 and monthly income of other 25% respondents is above Rs 30,000, this shows the
income level to use the mobile wallets.

Preferred Mode of Online Payment -

PREFERRED MODE

= Net Banking
= Mobile Banking
= Mobile Wallet

Figure 7: Preferred mode
Source: (Primary data, chart prepared by the author)

Interpretation - The most preferred mode for online payment is net banking for majority of
39% respondents as that can be from anywhere through the click on mobile or laptop both.
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Factors Affecting Selection of Mobile Wallet -
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Figure 8: Affecting factors
Source: (Primary data, chart prepared by the author)

Interpretation - The more than 25% respondent‘s states that major factor to choose the

current mobile wallet is brand name associated with the same.

Major Advantages —

ADVANTAGES
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Figure 9: Major advantages
Source: (Primary data, chart prepared by the author)

Interpretation - The major advantage from the mobile wallet is attractive discount offers
that comes for the promotions and that can be used for different available goods or services.

36



Major Disadvantages -

DISADVANTAGES
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25
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| Merchant Dependent Cost

Figure 10: Major disadvantages
Source: (Primary data, chart prepared by the author)

Interpretation - The major disadvantage is security concern from the mobile wallet as
regular scam & cheating news is not able to rescue the trust of respondents.

Customer Opinion —

CUSTOMER OPINION

= Alternative Choice
of Payment
Method

Substitute the Cash
Based Payment
" Method
Support the
Existing Payment
24 Method

Figure 11: Customer opinion
Source: (Primary data, chart prepared by the author)

Interpretation - The customer opinion has a lot of diversity as all the factors has agree ratio
of around 25% but the mobile wallet being substitute for cash based payment method has
highest votes as in future perspective this is much more reliable payment option.
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Acceptance Level -

ACCEPTANCE LEVEL
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Figure 12: Acceptance level
Source: (Primary data, chart prepared by the author)

Interpretation - The acceptance level of respondents has been increased in last 1 - 3 years
due to offers and other reflecting factors.

Current Mobile Wallet -

CURRENT WALLET
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Figure 13: Current wallet
Source: (Primary data, chart prepared by the author)

Interpretation - The Paytm has more number of respondents but Google Pay & PhonePe
is also coming in the market to make the impact.
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Monthly Transactions -

MONTHLY TRANSACTION
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Figure 14: Monthly transaction
Source: (Primary data, chart prepared by the author)

Interpretation - The respondents are tending to spend between Rs 1,000 - 5,000 per
month through their digital wallets as per their usages.

Recommend Others Current Mobile Wallet -

RECOMMEND OTHERS
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Figure 15: Recommend others
Source: (Primary data, chart prepared by the author)

Interpretation - The 47% respondents are moderate and 40% respondents are ready to
recommend their current mobile wallet to others and that shows high level of loyalty.
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Hypothesis testing

HO - There is no relation between Age & Online Payment Mode.

H1 - There is a relation between Age & Online Payment Mode.

Table 1: Age * Preferred Mode cross tabulation

Table 1 - Age * Preferred_Mode Crosstabulation

Preferred_Mode
Net Banking |Mobile Banking| Mobile Wallet | Total
Age  |Less than 25 Years 15 13 12 40
26 - 35 Years 21 14 15 50
36 - 45 Years 6 4 5 15
46 - 55 Years 3 1 6 10
More than 55 Years 2 2 1 5
Total 47 34 39 120
Source: (Primary data, chart prepared by the author)
Table 2: Chi-Square test
Chi-Square Tests
Asymptotic
Value df Significance (2-sided)
Pearson Chi-Square 4.781% 8 781
Likelihood Ratio 4.730 8 .786
Linear-by-Linear Association 321 1 571
N of Valid Cases 120

Source: (Primary data, chart prepared by the author)

HO = Accepted - The Chi-Square Value is more than 0.05 thus no relation between Age &

Online Payment Mode.
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HO - There is no relation between Occupation & Mobile Wallet Acceptance.
H1 - There is a relation between Occupation & Mobile Wallet Acceptance.

Table 3: Occupation * Acceptance Level cross tabulation

Table 2 - Occupation * Acceptance_Level Crosstabulation

Count
Acceptance_Level
Less than 1 Year 1-3Years 3-5Years |Morethan5 Years Total
Occupation Student 7 9 10 4 30
Employed 10 15 18 17 60
Self-employed 7 5 7 6 25
Homemaker 1 1 0 3 5
Total 25 30 35 30 120

Source: (Primary data, chart prepared by the author)

Table 4: Chi-Square tests

Chi-Square Tests

Asymptotic Significance (2-
Value df sided)
Pearson Chi-Square 7.8312 9 551
Likelihood Ratio 8.888 9 448
Linear-by-Linear Association 747 1 .387
N of Valid Cases 120

a. 4 cells ([111.[1%) have expected count less than 5. The minimum expected count is 1.04.

Source: (Primary data, chart prepared by the author)

HO = Accepted - The Chi-Square Value is more than 0.05 thus no relation between

Occupation & Mobile Wallet Acceptance.
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HO - There is no significance between Income & Wallet Transactions.

H1 - There is significance between Income & Wallet Transactions.

Table 5: Monthly Income * Monthly Transactions cross tabulation

Table 3 - Monthly_Income * Monthly_Transactions Crosstabulation

Count

Monthly_Transactions

LessthanRs | Rs 1,000 - Rs | Rs 5,000 - Rs | More than Rs
1,000 5,000 10,000 10,000 Total
Monthly_Income [Below Rs 10,000 4 2 3 1 10
Rs 10,000 - Rs 20,000 0 4 9 7 20
Rs 20,000 - Rs 30,000 11 18 12 19 60
Above Rs 30,000 7 7 9 7 30
Total 22 31 33 34 120

Source: (Primary data, chart prepared by the author)

Table 6: Chi-Square tests

Chi-Square Tests

Asymptotic Significance (2-

Value df sided)
Pearson Chi-Square 13.0537 9 .000
Likelihood Ratio 16.198 9 .063
Linear-by-Linear Association .056 1 .813
N of Valid Cases 120

a. 5 cells (1117.11%) have expected count less than 5. The minimum expected count is 1.83.

Source: (Primary data, chart prepared by the author)

HO = Rejected - The Chi-Square Value is less than 0.05 thus relation between Income &

Wallet Transactions.
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5 Results and Discussion

The 42% respondents are from the age group of 26 - 35 years and 33% respondents are from
less than 25 years. This data includes different age groups for the study. The male & female
ratio for the study is about 58% - 42% to understand the dimensions from the perspectives
of both the genders. The majority of respondents like 42% are graduated and 33% are post
graduated. This shows the minimum education level to understand & use the mobile wallets.
The 50% of respondents are employed and some company and other 25% respondents are

students till now.

The most preferred mode for online payment is net banking for majority of 39% respondents
as that can be from anywhere through the click on mobile or laptop both. The more than 25%
respondents states that major factor to choose the current mobile wallet is brand name

associated with the same as the trust comes with long journey of brand in the market.

The major advantage from the mobile wallet is attractive discount offers that comes for the
promotions and that can be used for different available goods or services. The major
disadvantage is security concern from the mobile wallet as regular scam & cheating news is
not able to rescue the trust of respondents. The customer opinion has a lot of diversity as all
the factors has agree ratio of around 25% but the mobile wallet being substitute for cash
based payment method has highest votes as in future perspective this is much more reliable
payment option. The acceptance level of respondents has been increased in last 1 - 3 years

due to offers and other reflecting factors.

The PayTm has more number of respondents but Google Pay & PhonePe is also coming in
the market to make the impact. The respondents are tend to spend between Rs 1,000 - 5,000
per month through their digital wallets as per their usages. The 47% respondents are
moderate and 40% respondents are ready to recommend their current mobile wallet to others

and that shows high level of loyalty.

The Chi-Square Value is more than 0.05 thus no relation between Age & Online Payment
Mode. The Chi-Square Value is less than 0.05 thus relation between Gender & Online
Payment Mode. The Chi-Square Value is less than 0.05 thus no relation between Education

& Online Payment Mode.
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The Chi-Square Value is more than 0.05 thus no relation between Occupation & Mobile
Wallet Acceptance. The Chi-Square Value is less than 0.05 thus relation between Gender &
Online Payment Mode. The Chi-Square Value is less than 0.05 thus relation between Income
& Wallet Transactions. Most of the respondents are using digital wallet as their payment
options. Most of the users of digital wallet use Paytm for their payment option. The numbers
of male users of digital wallet are more but the difference between the male and female users
is very less. Maximum users of digital wallet belong to the age group of 18-22 years.
Majority of the users belong to the urban area.

Most of the respondents disagree there is no problem with safety and security for
transactions. Most of the respondents agree that mobile data is one of the constraints to use
digital wallet for payments. Most of the respondents agree that the digital wallet companies
ask irrelevant information of the customers. Most of the respondents agree that the digital
wallet companies won‘t reimburse money in time. Most of the respondents agree that the
digital wallet companies fail to showcase trust. It is clear that mobile wallet will alter the
other modes of online payment in future. The users of mobile wallet are much satisfied on
its usage. Factors like brand loyalty, convenience of shopping plays an important role in
adoption of mobile wallet. Security and safety of funds plays a challenging factor for the

users.
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6 Conclusion

The mobile wallet plays an important role in the lives of ordinary people as the changing
lifestyle promotes easier digital access and faster access. In the future the mobile wallet will
be visible in all areas of the business as it includes additional value-added services that
continue with the payment support function only. In addition, experts believe that mobile
wallets will soon become the latest marketing channel. They seem to contribute significantly
to the customer shopping experience which increases their tendency to buy more and more
with a good experience.

In the case of India, a digital wallet was a great way to travel without money and make your
lives easier without money. It was the right solution for most users even though it was not
well achieved in all fields. These days we have apps for everything. Digital funds such as
Paytm and Free charge have been offering their digital platform for the past few years, and
have for a long time been promoting a thriving economy. But in the current situation due to
lack of funds people are facing payment problems. It was a time for making new decisions
and overcoming the situation through other means. Mobile wallet is very important in the
global business sector such as banks, customers and companies. it also earns them money.
Today, mobile wallets have become an integral part of the normal life of India. However,
there are still many people who do not know about this technology or are afraid to accept
this new concept. In the study it is clear that the majority of respondents face problems such
as companies asking for non-essential information, mandatory relevant data, refunds and
failure to track customer payment details when customers have a problem. It is suggested
that digital wallet companies may offer the option to use apps without mobile data and have
a good tracking system until the customer knows that their payment has been made and has
a deadline for a refund.

Mobile wallet payment is a major platform for new technology that promotes financial
institutions in India through mobile technology and helps to grow their customers and their
use. Security issues are tightened and reduced will automatically increase the acceptance of
a mobile wallet. Recently, everyone has a smart phone but there is a need to inform and
accept about mobile wallet services that are free, highly secure, private, secure and

convenient without any hassle and distractions.
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M-wallets quickly became the standard online payment mode. Customers are embracing cell
phone wallets at an astonishing rate, largely because of their ease of use and convenience.
Especially Tech-savvy professional buyers, looking for the Omni channel, a seamless
marketing experience more and more and looking for a solution that brings this. It can be
concluded that there will be a significant increase in the adoption of a mobile fund in the

coming years.
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8 Appendix

Digital wallet survey
1. Age -

{

Less than 25 Years

{

26 - 35 Years

36 - 45 Years
46 - 55 Years

=~

1

More than 55 Years

2. Gender -

Female

3. Education -

School Level

{

Graduate

o1

Required

Required



Post Graduate

Professional

4. Occupation -

Student

7~

Employed

¥
1

Self-employed

7~

Housewife

¥
1

Unemployed

»
1

Retired

¥
1

Other (please specify)

5. Monthly Income -

Below Rs 10,000

»
1

Rs 10,000 - Rs 20,000

Required

Required



Rs 20,000 - Rs 30,000

{

Above Rs 30,000

6. Preferred Mode of Online Payment -

{

Net Banking

=~

1

Mobile Banking

{

Mobile Wallet

7. Factors affecting Selection of Mobile Wallet -

{

Privacy

{
Security
~
Usefulness
~
Convenience

=~

1

Charges

{

53

Required

Required



Innovation

Brand

8. Major Advantage of Digital Wallet -

Cost Factor
Time Saving

Transaction Security

Track Expenses

Attractive Discounts

7~

Other

9. Major Disadvantages of Digital Wallets -

'
International Restrictions

7~

Limited Merchants

»
!

54

Required

Required






Device Dependents
Security Concerns

{

Proceeding Costs

{

Other

10. Customer Opinion on Digital Wallet Usage -
Alternative Choice of Payment Method

{

Substitute the Cash Based Payment Method

Support the Existing Payment Method

{

Not Necessary Payment Method

11. Acceptance of Mobile Wallet -
Less than 1 Year

{

1-3Years

f .

54

Required

Required



3-5Years

{

More than 5 Yeaes

12. Currently Used Mobile Wallet -

PayTm

{

Freecharge

{
JioMoney

{

Mobikwik

{
Airtel Money

—

13. Mobile Wallet Monthly Transactions -

{

Less than Rs 1,000

{

Rs 1,000 - Rs 5,000

{

Rs 5,000 - Rs 10,000

{

55

Required

Required



More than Rs 10,000
Required
14. Likely to Recommend Current Mobile Wallet -
-
High
P
Moderate
-
Low

Required
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