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ABSTRACT 

In the recent years, Internet banking and its services has gained lot of popularity because of increase in bank accounts and banking 

transactions. Internet banking is a banking service that allows customers to perform financial transactions on their bank accounts from 

their computers and smart phones with internet connections to bank’s websites. Therefore, the users should be more careful in using 

Internet Banking since it involves financial transactions. Security issues, measures to reduce the security risks and the security features 

provided by the banks using Internet Banking are discussed extensively. 

On November 8th 2016, the honorable Prime Minister of India announced the demonetization of Rs 500 and Rs 1000 denomination 

currency notes which accounted for 80% of currency in circulation. The effect of demonetization was such that most of the ATM’s 

went dry which forced the customers to make digital payments with the help of Internet Banking there by contributing to cashless 

economy. 

     According to a report published by NITI Aayog, there has been an increase in the use of Internet Banking to the extent of 271% in 

the very first month of demonetization. The number of Digital payments has also increased to 63 lakhs from 17 lakhs.  

     Keywords: Digital Payments, Risks, Security features, Consumer behaviour 

INTRODUCTION 

     Consumer is a person or a group who intends to order, orders, or uses purchased goods, products, or services primarily for 

personal, social, family, household and similar needs, not directly related to entrepreneurial or business activities. 

     Behavior is the range of actions and mannerisms made by individuals, organisms, systems or artificial entities in some environment. 

These systems can include other systems or organisms as well as the inanimate physical environment. It is the computed response of the 

system or organism to various stimuli or inputs, whether internal or external, conscious or subconscious and voluntary or involuntary.  

     Consumer behavior is the study of individuals, groups, or organizations and all the activities associated with the purchase, use and 

disposal of goods and services. Consumer behavior consists of how the consumer's emotions, attitudes, and preferences affect buying 

behavior. Consumer behavior emerged in the 1940–1950s as a distinct sub-discipline of marketing, but has become an interdisciplinary 

subject that blends elements from Psychology, Sociology, Anthropology, ethnography, marketing and economics.  

     Digital Payment is a way of payment which is made through digital modes. In digital payments, payer and payee both use digital 

modes to send and receive money.  It is also called electronic payment. No hard cash is involved in the digital payments. All the 

transactions in digital payments are completed online. It is an instant and convenient way to make payments. 

      India have been experiencing exponential growth. The future economy will be driven by cashless transaction which will be possible 

only though digitalization of payment mechanism at different location such as smart phone, internet banking, card transaction etc. The 

Indian government’s ambitious Digital India project has paved the way for digital transition in the country. The Digital India project 

aims to offer a one-stop shop for government services. Because of Demonetization it has created huge growth opportunity for digital 

payment in India and the digital wallet companies garbed the opportunities with both the hands to expand their market share. 

Demonetization has presented a unique platform for adoption of digital payment, as an alternative to cash for Indian consumers. 

 

     The Digital India programme started by the Government of India is a flagship programme with a vision to transform India into a 

digitally empowered society and knowledge economy. “Faceless, Paperless, Cashless” is one of professed role of Digital India.  Digital 

transfers apps have brought behavioral change and helped in the adoption of digital payment. This has resulted in ease of transfer of 

money in rural areas which was not touched earlier by the digital payment method.  
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     Now many foreign investors want to invest in digital payment industry which is new attractive destinations because of scope of 

tremendous expansion in India. There are number of facilitators which are leading to the growth of digital payment and transition from 

cash economy to less cash economy. These facilitators include penetration of internet connectivity on smart phones, non-banking 

financial institution facilitating digital payment, one touch payment, rise of financial technology sector and push by government either 

by giving incentives or tax breaks. These all factors are creating positive atmosphere for growth of digital payment in India and towards 

greater accountability towards the flow of money, reduction in black economy and bringing more people into the banking system. 

 

Literature Review 

     Vidya Shree DV and Nitua Shree G (2015)  in the article titled “A study on new dynamics in digital payments system”, the research 

found that individuals are more mindful about online payments through portable applications and there is more extensive expansion in 

the development rate. The study also found that Paytm and Pay U give simple payment structure contrasted with digital payment system. 

     Rathore (2016) stated that digital payment using wallet was highly convenient for consumers in purchasing products through online 

without physical movements across places. 

     Prof Hariom Tyagi and Dr Abhishek Shukla (2016) in the article titled “A study on electronic payments system”, this investigation 

aimed to identify the issues and challenges of electronic payments systems and offer some answers for improving the E-payment system 

quality. The successful implementations of electronic payment systems depend on how the security and protection dimensions are 

perceived by consumers just as sellers are famously managed, thus would improve the market confidence in the system. 

     Suma Valley and Hema Divya, (2018) in the article titled “Consumer adoption of digital payments in India”, has indicated that the 

development of technology for digital payments has improved the performance of the banking sector and can achieve the motive cashless 

country. The study emphasizes the percentage of awareness on maximum utilization of technology. Banks should take effective 

measures in creating awareness towards the practical usage of technology and security. 

     Radhika Basavaraj Kakade and Prof Nupur A, Veshne (2019) in their study reported that the UPI had made digital transaction for 

individuals as easy as sending text messages. Service is available 24X7, not like RTGS or NEFT, which do not work on holidays or 

during non-banking hours. This will bring enormous efficiency to the system and help India become truly a cashless economy. 

     Ashish Das, and Rakhi Agarwal, (2020) in their article “Cashless Payment System in India- A Roadmap” Cash as a mode of payment 

is an expensive proposition for the Government. The country needs to move away from cash-based towards a cashless (electronic) 

payment system. This will help reduce currency management cost, track transactions, check tax avoidance/fraud etc. enhance financial 

inclusion and integrate the parallel economy with main stream. 

     Balakrishnan, (2021) in his article Working capital management–Impact of emerging electronic payment Options in India published 

the adoption of new age electronic payments systems and use of new practices in inventory and production management help the 

companies achieve long-term reduction in working capital management requirement. 

OBJECTIVES OF THE STUDY 

 To know about the consumer behaviour and perceptions of digital payments. 

 To find out how many people are aware of digital payments system. 

 To know how far the digital transactions have reached in the city. 

 

STATEMENT OF PROBLEM 

     One way that marketers look at consumer behaviour is by analyzing demographics. Knowing statistics such as age, income and 

education level can help predict behaviour. The current situation of the Indian economy            demonstrates that cashless transactions are 

becoming increasingly frequent. As a result, several efforts have been undertaken by government so that more people use digital 

payments. More awareness programs are also initiated by the government. To change the India's economic Environment, it’s just a matter 

of time until all transactions will be done digitally. There are numerous digital payment options are now available. 

HYPOTHESIS OF THE STUDY 

     H0: When it comes to Digital Payments, Consumers behave differently, they are not ready to accept the change. 

     H1: Digital Payment mode has no Significant difference in Consumer behaviour. They are ready to use. 

 

RESEARCH METHODOLOGY 

 
     The research work follows the features of Descriptive research. The primary source of data collected is through Questionnaire. The 

Sampling method used is non-probability technique and Sample design used is Bar graphs. Both the primary sources and secondary 

sources of data have been used to conduct the study. The primary data for the study has been collected by approaching the salaried 

employees through Internet (Digital Survey Method). The secondary data are collected from articles and journals published on various 

websites. 
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Data Analysis and Interpretation: 

 

1. Gender of the respondents 

 

Interpretation: 

     Out of 100 respondents surveyed, 65% are male and 35% are female. 

2. Age of the respondents 

 

 
Interpretation: 

     Out of 100 respondents surveyed, 18 percent respondents age is below 30 years, 44 percent respondents age is in between 31-40, 26 

percent respondents age is in between 41-50 and remaining 12 percent respondents age is above 50 years. 

 

3. Occupation of the respondents 

 

 

Interpretation: 

     Out of 100 respondents surveyed, 8 percent respondents are daily wage laborers, 52 percent are employees drawing salary, 28 percent 

are self-employed and remaining 12 percent are others. 
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Male 65 65% 

Female 35 35% 
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Age Number of Respondents Percentage 

<30 18 18.00% 

 31-

40 44 44% 

41-50 26 26.00% 
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Occupation 
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Respondents Percentage 
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Total 100 100% 
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4. Income of the respondents 

 

 
 
Interpretation: 

 
     From the above table it is clear that 18 percent of respondent’s salary is less than Rs. 20,000, 32 percent respondent’s salary is in 

between Rs. 20,000 to Rs. 40,000, 30% respondent’s salary is in between Rs. 40,000 and Rs. 60,000 and 20 percent respondent’s salary 

is above Rs 60,000. 

 

5. Convenience in transaction is the reason for cashless payments. 

 

  

Interpretation: 

The data in the above table indicates that 22 percent of respondents Strongly agree, 18 percent of the respondents agree, 30 percent 

of the respondents are neutral, 20 percent of the respondents disagree and remaining 10 percent of the respondents strongly disagree 

about convenience in the transaction is the reason for cashless payment in Mysore City. About 40 percent of them felt the same 
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<20,000 18 18% 

20,000-

40,000 32 32% 

40,000-

60,000 30 30% 

>60,000 20 20% 

Total 100 100% 

Opinion Respondents % 

Strongly Agree 22 22% 

Agree 18 18% 

Neutral 30 30% 

Disagree 20 20% 

Strongly 

Disagree 10 10% 

 Total 100 100% 
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6. Security in transaction is the main reason for concern in Cashless payments. 

 

 
 

Interpretation: 

The data in the above table indicates that 28 percent of respondents Strongly agree, 44 percent of the respondents agree, 07 percent 

of the respondents are neutral, 16 percent of the respondents disagree and remaining 05 percent of the respondents strongly disagree 

about convenience in the transaction is the reason for concern in cashless payment in Mysore City. About 72 percent of them felt the 

same. 

 

7. Responses on incentives encourage people to avail Cashless transaction 

 

 

Interpretation: 

The data in the above table indicates that 22 percent of respondents Strongly agree, 41 percent of the respondents agree, 08 percent 

of the respondents are neutral, 21 percent of the respondents disagree and remaining 08 percent of the respondents strongly disagree 

about incentives encourage people to avail or choose cashless payments or transactions in Mysore City. About 63 percent of them felt 

the same 

8. Responses on Transaction procedures and transaction costs complicate Cashless payments 
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Interpretation: 

The data in the above table indicates that 32 percent of respondents Strongly agree, 26 percent of the respondents agree, 13 percent 

of the respondents are neutral, 18 percent of the respondents disagree and remaining 11 percent of the respondents strongly disagree 

about transaction procedures and transaction costs complicates cashless payments in Mysore City. About 58 percent of them felt the 

same. 

 

9. Responses on poor internet connectivity is the obstacle for cashless Payments 

 

 
Interpretation: 

The data in the above table indicates that 24 percent of respondents Strongly agree, 46 percent of the respondents agree, 11 percent 

of the respondents are neutral, 14 percent of the respondents disagree and remaining 05 percent of the respondents strongly disagree 

about poor internet connectivity is the obstacle for cashless payments in Mysore City. About 70 percent of them felt the same. 

10. Responses on Defunct POS machines complicates Cashless payments 
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Agree 46 46% 
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Opinion 

Number of 

Respondents percentage 

Strongly Agree 19 19% 

Agree 34 34% 

Neutral 11 11% 

Disagree 24 24% 

Strongly 

Disgree 12 12% 

Total 100 100% 
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Interpretation: 

The data in the above table indicates that 19 percent of respondents Strongly agree, 34 percent of the respondents agree, 11 percent 

of the respondents are neutral, 4 percent of the respondents disagree and remaining 12 percent of the respondents strongly disagree about 

defunct POS machines complicates cashless payments in Mysore City. About 53 percent of them felt the same. 

FINDINGS 

 Out of 100 respondents surveyed, 65% are male and 35% are female. 

 Out of 100 respondents surveyed, 18 percent respondents age is below 30 years, 44 percent respondents age is in between 31-

40, 26 percent respondents age is in between 41-50 and remaining 12 percent respondents age is above 50 years. 

 Out of 100 respondents surveyed, 8 percent respondents are daily wage laborers, 52 percent are employees drawing salary, 28 

percent are self-employed and remaining 12 percent are others. 

 From the above table it is clear that 18 percent of respondent’s salary is less than Rs. 20,000, 32 percent respondent’s salary is 

in between Rs. 20,000 to Rs. 40,000, 30% respondent’s salary is in between Rs. 40,000 and Rs. 60,000 and 20 percent 

respondent’s salary is above Rs 60,000. 

 The data in the above table indicates that 22 percent of respondents Strongly agree, 18 percent of the respondents agree, 30 

percent of the respondents are neutral, 20 percent of the respondents disagree and remaining 10 percent of the respondents 

strongly disagree about convenience in the transaction is the reason for cashless payment in Mysore City. About 40 percent of 

them felt the same. 

 The data in the above table indicates that 28 percent of respondents Strongly agree, 44 percent of the respondents agree, 07 

percent of the respondents are neutral, 16 percent of the respondents disagree and remaining 05 percent of the respondents 

strongly disagree about convenience in the transaction is the reason for concern in cashless payment in Mysore City. About 72 

percent of them felt the same. 

 The data in the above table indicates that 22 percent of respondents Strongly agree, 41 percent of the respondents agree, 08 

percent of the respondents are neutral, 21 percent of the respondents disagree and remaining 08 percent of the respondents 

strongly disagree about incentives encourage people to avail or choose cashless payments or transactions in Mysore City. About 

63 percent of them felt the same. 

 The data in the above table indicates that 32 percent of respondents Strongly agree, 26 percent of the respondents agree, 13 

percent of the respondents are neutral, 18 percent of the respondents disagree and remaining 11 percent of the respondents 

strongly disagree about transaction procedures and transaction costs complicates cashless payments in Mysore City. About 58 

percent of them felt the same. 

 The data in the above table indicates that 24 percent of respondents Strongly agree, 46 percent of the respondents agree, 11 

percent of the respondents are neutral, 14 percent of the respondents disagree and remaining 05 percent of the respondents 

strongly disagree about poor internet connectivity is the obstacle for cashless payments in Mysore City. About 70 percent of 

them felt the same. 

 The data in the above table indicates that 19 percent of respondents Strongly agree, 34 percent of the respondents agree, 11 

percent of the respondents are neutral, 4 percent of the respondents disagree and remaining 12 percent of the respondents 

strongly disagree about defunct POS machines complicates cashless payments in Mysore City. About 53 percent of them felt 

the same. 

 

SUGGESTIONS 

 The main limitation of Digital payment being security issues that is found to be the main problems in digital payment whereas 

there is need for digital payment to be made more accessible among retailers and distributors.  

 Government should invest more on reach of internet and technology. More awareness must be created among the public about 

the use of digital payment.  

 Internet speed must be increased. Private players in internet should also help in improving reach of internet. Safety issues of 

usage of internet must be addressed. 

 Banking should encourage more usage of credit and debit cards. Mobile wallets must be encouraged. Technology can play a 

role here. Retailers and distributors must be encouraged to use digitization more.  

 Also, future research can focus on using structured interviews, observation, and projective techniques to gain new insights into 

consumer perception and attitude towards digital payments. If secondary data is collected, then content analysis can be used.  

 

CONCLUSION 

Literature review finds that slowly the Digital payment is gaining popularity among the Indian consumers. Pay tm and Phone pay is 

the most popular digital payment among the customers followed by Google Pay. There are different payment vendors like Phone pay, 

PayPal, Amazon Pay, Google Pay, Paytm, Stripe, Square, Adyen, Skrill, Wepay, Apple pay, Bit Pay, and many more, the latest being 

Whatsapp Pay, which is a latest inclusion in digital payment and money transfer. 

     There is still apprehension towards digital payments due to security concerns, but convenience is drawing the customers to use this 

medium. There are lot of benefits associated with digital payments like it is time saving, still there are a lot of people about 40 to 50% 

of the population who are not using this and do not want to use this because of lack of awareness and other reasons.  
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     If the security concerns are addressed and more awareness is created especially in villages and Taluks, more people will come forward 

to use digital payment. The role of government and other private organizations is also very important for making digitization more 

widespread among villages and rural areas. Online payment has seen a considerable increase and is on the verge of taking over the world 

because of advancement in technology. 
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