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ABSTRACT 

Financial inclusion may be defined as the process of 

ensuring access to financial services and adequate 

credit where needed by vulnerable groups such as 

weaker sections and low income at an affordable 

cost. Digital finance is a financial service delivered 

through mobile phones, personal computers, the 

internet or cards linked to a reliable digital payment 

system Digital finance has the potential to provide 

affordable, convenient and secure banking service. 

The major objectives of this study were to determine 

usage and reasons for preferring digital services by 

the retailers and their level of satisfaction along with 

the benefits accrued in digital services. Research 

design used for the study was descriptive in nature. 

Simple random sampling technique was used to 

select the sample size of 150 respondents. Both 

primary and secondary data was used for the study. 

Primary data collection technique adopted was well-

structured questionnaire. Collected questionnaire 

was analyzed using statistical tools like percentage 

analysis, Chi square test and weighted average 

mean. The percentage analysis showed that majority 

of the respondents were provision store owners. The 

findings revealed that very fast/ time saving is the 

major factor to utilize digital payments. And the 

reason to upgrade to digital transactions was easy 

transfer of funds where it provides an easier way to 

check payment status by just viewing the UPI 

statements. The major problem behind digital 

service is that the issue of network in receiving and 

making payments. The results showed that there is a 

relationship between (i) monthly sales and bank 

charges for UPI payments; (ii) monthly income via 

UPI payments and services charges imposed by 

banks and (iii type of UPI payment and its success 

rate. It was suggested that the banks can offer digital 

banking services in regional languages so that it is 

easy to use for all the people. The study can be 

concluded that all the Digital banking services, play 

an important role in building satisfaction amongst 

the customers and increasing their preferences 

towards the emerging e-channel banking services. 

I. INTRODUCTION 

Financial inclusion may be defined as the process of 

ensuring access to financial services and adequate   

credit where needed by vulnerable groups such as 

weaker sections and low income at an affordable 

cost. Financial inclusion includes access to financial 

products and services like banks accounts, 

insurance, remittance & payment services, financial 

advisory services etc. It provides individuals with 
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the possibility to save for future stability, a high 

level of bank deposit would enable a stable deposit 

base, opportunities to build savings, make 

investments and access credit. Now a day, there is 

an inclusive growth focused on financial inclusion. 

Collectively, these are achieved with the enabling of 

new banking technology. Many banks have arrived 

with new banking technology that took place in the 

new scenario of banking customers that is called 

“Digital finance”. Thus, digital finance has given a 

new shape to the banking industry. Digital finance is 

a financial service delivered through mobile phones, 

personal computers, the internet or cards linked to a 

reliable digital payment system Digital finance has 

the potential to provide affordable, convenient and 

secure banking service. Digital finance provides 

greater control of customer personal finance, quick 

financial decision making, and the ability to make 

and receive finance. An efficient financial system is 

a prerequisite for a country’s socio-economic 

development. It acts as a building block for the 

mobilization of savings and allocating them to the 

productive resources. 

II. OBJECTIVE OF THE STUDY 

1. To determine usage and reasons for preferring 

digital services. 

2. To know age wise and profession wise 

customers who prefer digital services. 

3. To examine the associated risk involved in 

digital services. 

4. To study the retailers’ satisfactions towards the 

digital services rendered by their bank. 

5. To analyse the benefit, accrue by the retailers 

while using digital service. 

 

III. REVIEW OF LITERNATURE 

1. Yan Shen and Yiping Huang (2016), 

Introduction to the special issue: Internet 

finance in ChinaInternet finance, which is often 

referred to as “digital finance” and “Fintech”. 

Internet finance refers to the new business 

model of utilizing the Internet and information 

communication technologies to accomplish a 

wide range of financial activities, such as third-

party payment, online lending, direct sales of 

funds, crowdfunding, online insurance, and 

banking. The Internet can significantly lower 

transaction costs and reduce information 

asymmetry, enhance the efficiency of risk-

based pricing and risk management, and expand 

sets of feasible transactions. 

2. Agufa Midika Michelle (2016),The Effect Of 

Digital Finance On Financial Inclusion In The 

Banking Industry In Kenya, The study 

concluded that digital finance doesn’t have any 

correlation on financial inclusion in banking 

sector in Kenya since banking institutions adopt 

digital financial services to lower operating cost 

associated with opening and operating branches 

to improve their profitability and financial 

performance and not to foster financial 

inclusion. 

3. Peterson K Ozili (2018), Impact of Digital 

Finance on Financial Inclusion and 

Stability,this article provides a discussion on 

digital finance and its implication for financial 

inclusion and financial stability.Digital finance 

through Fintech providers has positive effects 

for financial inclusion in emerging and 

advanced economies, and the convenience that 

digital finance provides toindividuals with low 

and variable income is often more valuable to 

them than the higher cost theywill pay to obtain 

such services from conventional regulated 

banks. 

4. Huma Haider (2018),Innovative financial 

technologies to support livelihoods and 

economic outcomes, the study the examined the 

innovative financial technologies support 

livelihoods of people. Access to digital 

technologies, in particular mobile phones, 

internet connectivity and biometric 

authentication, allows for a wider range of 

financial services, such as online banking, 

mobile phone banking, and digital credit for the 

unbanked. Digital financial services can be 

more convenient and affordable than traditional 

banking services, enabling low-income and 

poor people in developing countries to save and 

borrow in the formal financial system, earn a 

financial return and smooth their consumption. 
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5. Dr. Tabitha Durai (2019) the researcher 

intends to identify the impact of digital finance 

in bringing about financial inclusion among 

people. Digital finance includes Internet 

banking, Mobile banking, Mobile Wallets 

(apps), Credit card and debit card. Financial 

inclusion is taken for the study are 

Convenience, Adaptability, affordability, 

Security, User-friendly, Low Service charge, 

Accurate timing, Online Monthly statement, 

Quick financial decision making, Easy 

interbank account facility, Internet 

Connectivity, and Usability. A well-structured 

questionnaire was carefully prepared for the 

collection of primary data.Multiple choices and 

Likert scale questions were carefully framed to 

study the impact of digital finance in financial 

inclusion. The Cronbach’s alpha is 0.976, 

proving its reliability and validity. Data were 

entered into the Statistical Package of Social 

Sciences (SPSS) ver. 20.0 for analysis. The 

statistical techniques used for analyzing the data 

areOne way ANOVA and Reliability test. The 

findings of the study found that Usability, 

Convenience, Accurate timing, and easy 

interbank account facility has positive impacts 

on Mobile banking, Low service charge and 

accurate timing has significant impacts on 

mobile wallets (apps) even Low service charge 

has positively impacted on the credit card. 

Hence the study concludes that the digital 

finance (Internet banking, mobile banking, 

mobile wallets (apps), credit card and debit card 

has a significant impact on financial inclusion. 

Though digital fiancé has many negative on an 

issue like affordability, security, adaptability 

etc. Every human being intends to avail the 

facility of digital finance in their lives. 

IV. RESEARCH METHOLOGY 

Research is the systematic and objective search for 

the analysis of the information relevant to the 

identification and solution of many problems.  

The research is the basic framework or a plan for the 

study that guides collection of data and analysis of 

data. The information is collected from the 

individuals and analysed with the help of various 

statistical tools. 

DATA COLLECTION: 

Data collection is a process of preparing and 

collecting data. The purpose of data collection is to 

obtain information to keep on record, to make 

decisions about important issues or to pass 

information on to others. 

METHOD OF DATA COLLECTION: 

Primary Data: 

Primary data are those collected by the investigator 

himself for the first time and thus they are original 

in character, they are collected for particular 

purpose. A well- structured questionnaire was 

personally administrated to the selected samples to 

collect the primary data. 

Secondary Data: 

Secondary data are those, which have been already 

collected by some other persons foe their purpose 

and published. Generally, they are from journals, 

magazines, articles, websites etc. 
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1. WEIGHTED AVERAGE MEAN 

 

 

 

 

2. CHI- SQUARE TEST 

Monthly sales of the shops * Bank charges for using 

UPI transactions for retailers 

Null Hypothesis (H0): There is no relationship 

between monthly sales and bank charges for UPI 

payments 

Alternate Hypothesis (H1): There is a relationship 

between monthly sales and bank charges for UPI 

payments 

 

 

 

INFERENCE: 

Since the computed value (0.000) is less than level 

of significance (0.05), the null hypothesis is rejected 

and alternate hypothesis is accepted. Therefore, 

there is a relationship between monthly sales and 

bank charges for UPI payments. 

 

3. ONE- WAY ANOVA 

Type of UPI payments facilitated for customers * 

Success ratio of payment made at first time 

Null Hypothesis (H0): There is no relationship 

between type of UPI payment and its success rate. 

Alternate Hypothesis (H1): There is a relationship 

type of UPI payment and its success rate. 
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INFERENCE: 

Since the computed value (0.001) is less than level 

of significance (0.05), the null hypothesis is rejected 

and alternate hypothesis is accepted. Therefore, 

there is a relationship between type of UPI payment 

and its success rate. 

VI. SUGGESTIONS: 

⮚ Banks can offer digital banking services in 

regional languages so that it is easy to use for all 

the people. 

⮚ Educate the customer about the usage of digital 

banking channels and also about their 

advantages. This would prompt the customers 

to cove from traditional brick to modern Digital 

banking channel. 

⮚ Bank should develop new strategies and polices 

to make the customer more comfortable with 

the e-channels. 

⮚ Banks should be transparent about the charges 

and interest rates of the e-channels. 

⮚ Almost all the customers were satisfied with the 

services provided by the bank like Digital 

banking. Therefore; the bank should encourage 

more customers to adopt Digital banking. 

⮚ Ensure the security and confidentiality of 

customer information. 

⮚ Banks must try to provide their Digital banking 

services in rural areas in wide manner. 

VII. CONCLUSION: 

⮚ Digital banking has become a necessary 

survival weapon and is fundamentally changing 

the banking industry worldwide. With the time, 

the concept of internet banking has got attention 

in the Indian context. Most of the banks have 

already implemented the Digital banking 

facilities, as these facilities are beneficial to 

both i.e., banks as well as consumers. The main 

factors which persuade people to use online 

banking are comfort & convenience & the 

facility which attracts them most is quality& 

quantity of information. Therefore, the 

implementation of quality initiatives should 

begin with defining customer ‘s need & 

preferences & their related quality dimensions. 

⮚ As the Indian banking is in transition phase from 

direct banking to the virtual banking two things 

stand out – 

⮚  Using Less Paper 

⮚  Doing Transaction Wirelessly  

⮚ By designing and offering simple, safe and 

secure technology, banks reach at the doorsteps 

of the customers with an objective of “delight 

customer satisfaction”. 

  

⮚ Studying the project, we came to know that 

Digital banking is clearly the way forward for 

the Banks of India. It provides comfort to 

retailers at the same time it provides cost cutting 

by eliminating physical documentation to the 

banks. Digital banking saves time of bank as 

well as those of customers. This study states that 

Digital banking provides greater reach to 

customers. Feedback can be obtained easily as 

internet is virtual in nature. Customer loyalty 

can be gain. Personal attention can be given by 

bank to customer also quality service can be 

served. It can be easily concluded that 

technological development in banking industry 

positively improves their services, 

competitiveness, branding and also loyalty. 

Considering the challenges and risk related to 

Digital banking, the Government of India along 

with various government agencies is making an 
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effort to make Digital banking more safe, secure 

and reliable.  

⮚ From this survey, it is concluded that all the 

Digital banking services, play an important role 

in building satisfaction amongst the customers 

and increasing their preferences towards the 

emerging e-channel banking services. 

  VIII. REFERENCE 

 Agufa Midika Michelle (2016), The Effect Of 

Digital Finance On Financial Inclusion In The 

Banking Industry In Kenya, Nov 2016 

 Akhisar, I., Tunay, K. B. & Tunay, N. (2015). 

The Effects of Innovations on Bank 

Performance: The Case of Electronic Banking 

Services. Procedia - Social and Behavioral 

Sciences 195, 369 – 375 

 Ashu (2014). Measures for financial inclusion 

in India. International Journal in Commerce, 

IT & Social Sciences, 1(1), 13 -24.  

 Asian Development Bank (2016). Digital 

Financial Services in the Pacific Experiences 

and Regulatory Issues. Mandaluyong City, 

Philippines: Asian Development Bank 

 Atroley, N., Shah, M. & Pande, K., 2015. Role 

of digital banking in further financial 

inclusion, New Delhi: KPMG. 

 Badajena S, N. AndGundimeda, H. (2010). 

Self-help group bank linkage model and 

financial inclusion in India. Available 

at:http://skoch.in/fir/role%20%financial%20

%incl usion%20.  

 Bharati D.B (2016), Financial Inclusion: 

Widening the Bottom of the Pyramid, Pp-6. 

Available at 

http://skoch.in/fir/role%20%financial  

 Chakrabarty, K.C., (2011). Financial 

Inclusion and Banks: Issues and Perspectives: 

Address delivered at the FICCI – UNDP 

Seminar on “Financial Inclusion: Partnership 

between Banks, MFIs and Communities” at 

New Delhi on October 14 2011.  

 Charan Singh (2014) .Financial Inclusion in 

India: Select Issues, Indian Institute of 

Management BangaloreWorking Paper No: 

474  

 Dabla-Norris, E., Yan, J. R. & Unsal, D. F. 

(2015). Identifying Constraints to Financial 

Inclusion and their Impact on GDP and 

Inequality: A Structural Framework for 

Policy. IMF Working Paper WP/15/22. 

International Monetary Fund. 

 Dr. Gomathy Thyagarajan,  FINANCIAL 

INCLUSION IN INDIA – A REVIEW, 

International Journal of Science Technology 

and Management, Vol No. 5, Issue no. 08, 

August 2016 

Dr. Tabitha Durai, DIGITAL FINANCE 

AND ITS IMPACT ON FINANCIAL 

INCLUSION, 

https://www.researchgate.net/publication/

330933079 

 

http://www.ijrti.org/
https://www.researchgate.net/publication/330933079
https://www.researchgate.net/publication/330933079

