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ABSTRACT    Government of Indi’s initiative such as ‘Digital India’ and increased use of mobile and internet are the 
main reasons for the exponential growth in use of digital payment. Even though the thought of digitalization raised long 
years ago, it took growth pace recently. This is because of lack of awareness and knowledge among people, fear to make 
online payment, security issues etc. The E-Payment system will be boosted only when the awareness is created in the 
minds of the people. But in the current scenario, India has seen a substantial increase in the number of digital wallets 
available and is slowly moving towards a cashless economy. Digital Wallets have eased our buying experience by 
providing another convenient money transfer platform. The consumer perception towards e-payment has a significant 
and positive impact on adoption of digital wallets. The present study is an attempt to evaluate the consumer perception 
towards e- Payment System and Digital Wallets. The questionnaire was used as research tool to collect the primary data 
from the respondents chosen for the study. The collected data through the questionnaire were then analysed to reach 
the research objectives. 
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I.INTRODUCTION 
India is fast becoming country of mobiles and internet (with around 200 million internet users). With the 
trend of E-payment shopping fast catching up in cities, Indian e-tailers (popular e-commerce portals) have 
grown up to provide the option of ‘Cash on Delivery’ to lure more customers as till date majority of Indians 
still don’t own a credit or debit card. However, with time, there has been an increase in people taking up to 
different digital payment platforms or mobile wallets that have made it easy to carry out E-payment 
shopping payments, E-payment utility bill payments, mobile recharge E-payment, DTH recharge E-payment, 
E-payment bus / movie ticket booking, etc. 
The government is working hard to make India a cashless economy. It has put limits on withdrawing cash 
from the bank or ATMs. And also there are too many E-payment payment apps available in the play store. 
And they can easily replace the physical wallet and make cashless. One can use these E-payment payment 
apps to send money or pay at shops.  
          The rate at which different mobile wallets (or m-wallets) are being introduced and embraced in 
India is stunning. Mobile payment is a great idea for start-ups and young entrepreneurs, be it Indian mobile 
wallet companies or mobile wallet apps. It has been realized that the payment trend for E-payment 
services and products needs to shift slowly from COD (Cash on Delivery) to ‘Payment On Delivery’ or 
‘Payment On Order’; and this payment has to occur using a mobile phone. Hence, the huge paradigms shift 
towards mobile wallet space in recent times. 
With advancement in technology, things around us have changed drastically. Technology caters to man’s 
comfort and convenience. With the help of smartphone, one can do everything, be it ordering food or 
groceries, booking a cab or movie tickets, etc. With the introduction of Mobile Wallet, it has become 
absolutely convenient for a person to make cashless transactions any time anywhere. Although a number of 
companies have cropped up in India, offering product called ‘mobile wallet’, there is still a lack of awareness 
among people about the concept and its utility. 
 

II.CONCEPT OF DIGITAL WALLETS 
A digital wallet is a software based system that allows an individual to make e-commerce transactions. By 
using a digital wallet, e-transactions can be done easily through computers, tablets or smartphones. The 
bank accounts of individual users are linked with their digital wallet. Digital wallets are not used only for 
online purchases but also for authentication of user. Digital wallet can store complete user information 
including credentials, transaction history and personal details. They can be used in combination with other 
mobile payment systems. 
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CLASSIFICATION OF DIGITAL WALLET 
According to the Reserve Bank of India, there are three kinds of digital wallets currently used in India. These 
are: 

 Open wallet:  Open digital wallet is used to purchase goods and services, including financial 
products like insurance and mutual funds. It can also be used to withdraw cash at ATMs or transfer 
funds at merchant locations and point-of-sale terminals where such cards are accepted.  

 Semi-closed: Through semi-closed wallets, an individual can shop online, recharge  phone and pay 
bills. However, through these wallets, one cannot withdraw cash from an ATM. Through semi-
closed wallets, one can purchase goods and services with listed merchants partnered with the 
wallets’ company. Paytm, PayUMoney, MobiKwik, Oxigen are few examples of semi-closed digital 
wallets.   

 Closed wallets: Wallets issued to consumers for exclusive use are known as closed wallets. These 
can be used when transacting with these respective companies. A certain amount is locked with the 
company, in case you cancel or return the order. When a customer return or cancel an order, the 
merchant company credits your wallet account with the refund amount directly. Examples of closed 
digital wallets include BigBasket wallet, MakeMyTrip wallet, etc 

PURPOSE OF USING DIGITAL WALLET SERVICES 
 Recharge and Broadband top-ups 
 Instant money transfer to any bank 
 Online shopping and merchant payments 
 Payment for booking transport facilities 
 Utility bill payments like electricity bill, water bill, gas charges, telephone bill etc on a single 

click 
 ADVANTAGES OF DIGITAL WALLET SERVICES 

 One’s wallet can be snatched, misplaced or pick pocketed, but mobile wallet cannot be, though there 
is a chance of someone stealing one’s a mobile. 

 If the bill is of Rs 199/- or Rs 235/-, one will not have to run around asking for change. It allows 
paying on a single tap. 

 One need not fill in card numbers and passwords every time, they can link their credit cards, debit 
cards and bank accounts and pay immediately without any hassle to enter the details each time. 

 When one makes a payment through a debit card or credit card, one is disclosing their confidential 
bank data on the merchant’s site or establishment, it can lead to unwanted security issues but by 
using M-wallet, one can restrict the exposure of confidential data. 

 Massive rewards in the forms of discounts & cash backs. 
DISADVANTAGES OF DIGITAL WALLET SERVICES 

 Digital Wallets can be used only with a smart phone & speedy internet connection. 
 More than the internet connectivity, security is a major issue. 
 Dismal battery back-up of smart phones one can never be sure whether the phone will be alive even 

for that one tap payment. 
 Digital Wallet users will not receive any interest for amount available in digital wallets. 
 There is always a risk if you lose your mobile since many wallet don’t require an extra level of 

authentication for making transaction. 
 

III.LITERATURE REVIEW 
Sanaz Zarrin Kafsh (2015), made a study on “Developing consumer Adoption Model on mobile wallet in 
Canada”, by taking a sample of 530 respondents through convenience sampling. Partial Least Square model 
was used to analyze the data. The focus of the study was to identify the factors that influence the consumer’s 
adoption of mobile wallets. This study was based on technology acceptance model (TAM) & innovation 
diffusion theory (IDT). As per the analysis made by them, there is relationship among perceived usage, 
perceived ease of use & perceived security in predicting the adoption of mobile wallets.  
Neeharika P & V N Sastry (2014), conducted a study on “A Novel Interoperable Mobile Wallet Model with 
Capability based access control framework”, this study makes an important contribution towards the 
development of a mobile wallet that can work across various platforms. As security is the major concern 
when it comes to finance related information, the study addresses the security issues by giving access 
control model that works towards interoperable mobile wallet..  
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Shwetu Kumar, Vijay Yadav,Atiqu-Ur-Rahman, Aditi Bansal(2014),made a study on “Paytm”, it studied about 
its achievements, technical architecture of paytm, working and technologies of paytm which include a study 
on supply chain management, web technologies of paytm ,web based tool of paytm and  also described 
about electronic payment system. 
 

IV.OBJECTIVES OF THE STUDY 
 To identify the top 5 digital wallet service providers in India. 
 To find out the awareness and perception of the users towards digital wallets. 
 To evaluate the merits and demerits of E-payment system. 
 To know whether rural people are getting updated themselves to the updating technology.   

 

V.RESEARCH METHODOLOGY: 
            In this study, the data is obtained from both primary and secondary sources. The primary data is 
collected using questionnaire method, which has been created using Google Forms and distributed among 
internet and social media users in BanwalTaluk. Whereas, the secondary data is collected from the 
newspapers, magazines, websites etc.   
Sample Design: The method of non-random sampling has been used to collect the data from the 
respondents. 
Sample Size:  The sample size is 120. The sample of the study consists of both users (90 respondents) and 
non-users(30 respondents) of digital wallets. 
Data Analysis and Interpretation: The data is analysed and interpreted using Google Drive and Microsoft 
Excel 2007. 
 

VI.LIMITATIONS OF THE STUDY 
 The study is limited to Bantwal Taluk because of time constraints. 
 Sample size used for the study is small.Hence, the results cannot be taken as universal 
 The limitations of the non-random sampling technique are applicable to this study. 
 Consumer’s perceptions changes from time to time with the advancement in the technology. 
 Most of the respondents will not answer for the open ended questions like suggestions and opinions 

about it. 
 

VII.TOP 5 DIGITAL WALLETS SERVICE PROVIDERS IN INDIA AND THEIR COMPANY PROFILE 
1. Paytm: 

Owned by One97 Communications   

 

Founder(s) Vijay Shekhar Sharma 

 Established in 2010 

Head Quarters Noida, India 
 

2. PhonePe:  
Owned by Flipkart  

 
 

Founder(s) Sameer Nigam,Burzin Engineer 
,Rahul Chari 

 Established in 2015 

Head Quarters Bangalore, India 

3. MobiKwik 
Owned by One MobiKwik Systems Private Limited  

 
 

Founder(s) Bipin Preet Singh & Upasana Taku 
 Established in 2009 
Head  
Quarters 

Gurgaon, India 
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4. Freecharge 
Owned by Axis Bank  

 
 

Founder(s) Kunal Shah & Sandep Tandon 
 Established in 2010 

Head Quarters Mumbai, India 

5. Citrus 
Owned by Citrus Payment Solutions  

Private Limited 

 

 
 

Founder(s) Jitendra Gupta & Satyen Kothari 
 Established in 2011 
Head Quarters Mumbai 

 

VIII.DATA INTERPRETATION AND ANALYSIS 
Table 1: Profile of the respondents 

Gender No.of  Respondents % of Respondents 
Male 84 70% 
Female 36 30% 

Interpretation: Out of the total respondents 70% are male and 30% are female.  
 

Table 2: Awareness about mobile wallet payment gateways: 
Particulars Responses % of Responses 

Hearing about it for the 
1st time. 

3 2.5% 

Heard about it and used 96 80% 
Heard about it but never 

used it. 
21 17.5% 

 

The above table reveals that from the sample collected, the respondents awareness about mobile wallet 
payment  service is high i.e.80% of respondents heard about mobile wallet services and used it while 17.5%  
of the respondents have heard about and never used it and only 2.5% of the respondents heard about 
mobile wallet service for the 1st time. 

Table 3: Usage of smart phone for making online Payment 
Particulars Usage of smart phone for making  online   payment 

Responses % of Responses 

Yes 90 75% 
No 30 25% 
   

The above chart represent that 75% of the respondents use digital wallets for completing a monetary 
transaction while 25% of the respondents do not digital wallets. 
 

Table 4: Awareness and Preferences about mobile wallet service providers 
Particulars Awareness Preference 

Responses % of Responses Responses % of Responses 

Paytm 84 93.33% 68 75.55% 
Mobikwik 38 42.22% 6 6.67% 
Citrus 14 15.55% 2 2.22% 
Freecharge 19 21.11% 3 3.33% 
PhonePe 55 61.11% 7 7.78% 
Any other 11 12.22% 4 4.44% 

 

Interpretation: The above table and chart reveals that from the sample collected, respondent’s awareness 
about digital-wallet payment service is high, Paytm is the only digital-wallet provider which is on the list of 
the top 5 providers. 93.33% of respondents surveyed in the study were aware about Paytm and 75.55% of 



[VOLUME 5  I  ISSUE 3  I  JULY – SEPT 2018]                                                         e ISSN 2348 –1269, Print ISSN 2349-5138 

http://ijrar.com/                                                                                                                                          Cosmos Impact Factor 4.236 

Research Paper                                              IJRAR- International Journal of Research and Analytical Reviews   389𝖺 

respondents prefer using Paytm wallet, followed by PhonePe with 7.78%. 42.22% of respondents were 
aware about Mobikwik .Freecharge and Citrus wallet also had 21.11% and 15.55% awareness among the 
respondents with lowest preference of usage. 

Table 5: Preference towards using M-wallets for completing the following transactions: 
Particulars Responses % of Responses 
Recharge 83 92.22% 
Utility Bill Payments 45 50.56% 
Transportation 38 42.22% 
Food/Movie tickets 54 60.00% 
Online Shopping 57 63.33% 
Transfer money 34 37.78% 
Any other 06 6.67% 

  

 The study also looked at various types of activities the consumers would prefer to use digital-wallet, 
majority of the respondents surveyed prefer using digital-wallets for Recharge purpose(92.22%) followed 
by Online Shopping(63.33%). 60% of the repondents surveyed prefer using digital-wallets for  Food/Movie 
tickets respectively. About 50.56% of the respondents surveyed prefer using digital-wallets for utility bill 
payments and 42.22% for transportation while 37.78% prefered to Transfer money. 6.67% of the 
respondents prefer using digital-wallets for other activites.  

Table 6: Reasons for using M-wallet payment gateway services 
Particulars The availability 

of mobile 
payment services 

Convenience 
of the mobile 
payment 
services 

Comfortable 
with the 
security of the 
mobile 
payments 

Acceptance of 
the services at 
different 
stores 

To take the 
advantage of 
loyalty/reward 
points and 
discounts 

Strongly Agree 50.70% 67.50% 60.80% 52.40% 56.00% 
Agree 41.40% 28.00% 24.60% 22.60% 26.30% 
Neutral 7.90% 5.50% 14.60% 22.70% 14.60% 
Disagree 0.00% 0.00% 0.00% 2.30% 1.10% 
Strongly Disagree 0.00% 0.00% 0.00% 0.00% 0.00% 

  

 The above table indicates that the availability and convenience of the mobile wallet payment 
services were considered as the important reasons for start using M-wallets with 50.7% and 67.5% of the 
respondents stongly affirming to this. More than half of the respondents(60.8%) are comfortable with the 
security of the mobile payment gateways. 52.4% of the respondents strongly agree that M-wallet service is 
accepted at various stores while 2.3% of the respondents disagree. It is notable that 56% of the respondents 
strongly agreed that loyalty/reward points and discounts were the major reasons for using M-Wallets 
against 1.1% who disagreed. 

Table 7: Frequency of usage of M-wallets (per month) 
Particulars Responses  % of Responses 
Once 13 14.44% 
Twice 18 20.00% 
Thrice 07 7.78% 
More than thrice 52 57.78% 

 

The study shows that 57.78% of the respondents use digital-wallet more than thrice in a month and 7.78 % 
of the respondents use thrice a month followed by 20% of the respondents surveyed use twice a month. 

Table 8: Satisfaction of the users towards usage of M-wallet services: 
Particulars Responses % of Responses 
Highly satisfied 35 38.89% 
Satisfied 50 55.56% 
Neutral 05 5.56% 
Dissatisfied 00 0.00% 

 

The study shows that 38.89% of the respondents are highly satisfied with the service provided by the 
mobile wallet providers and 55.56% of the respondents are satisfied with the service provided, together 
with 5.56% of netural opinion. 
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Table 9: Obstacles faced while using the M-wallet: 
Particulars Responses  % of Responses 
Yes 13 14.44% 
No 77 85.56% 

 

 The above table reveals that 85.56% of the respondents have not come across an obstacle while 
using M-wallet while 14.44% of the respondents have come across an obstacle while using the digital-wallet.  

Table 10: Preference to continue using Digital-wallet: 
Particulars Responses  % of Responses 
Very likely 51 56.67% 
Likely 32 35.56% 
Neutral 5 5.56% 
Unlikely 2 2.22% 
I stopped using M-wallets 0 0.00% 

 

 As the respondents are satisfied with the service provided by the M-wallet service providers 
56.67% of the respondents prefer to continue using M-wallets and 35.56% of the respondents are likely 
willing to use. 5.56% of the respondents survey are of neutral opinion while 2.22% of the respondents are 
opinion that they may not prefer to continue using M-wallet. 
 

IX.FINDINGS OF THE STUDY 
1. The respondent’s awareness about mobile wallet payment services is high. 
2. Majority of the respondents are aware and prefer using Paytm followed by PhonePe. 
3. The respondents prefer using digital-wallets for Recharge purpose followed by Online Shopping and 

also for Food/Movie tickets. 
4. The Availability, Convenience, Service acceptance, Security and Reward points are the major factors 

which influences most of the respondents to use digital -wallets. 
5. Majority of the respondents use digital -wallet frequently. 
6. A large number of the respondents are satisfied with the service provided by them whereas a few 

number of the respondents are highly satisfied with the service used. 
7. Majority of the respondents have not come across any obstacle while using digital -wallet and major 

problem faced by some of the users is network server issue. 
8. As most of the respondents are satisfied with the service provided, majority of the respondents prefer 

to continue using digital -wallet. 
9. As security is a major issue, most of the respondents fear of digital -wallet provider sharing the 

confidential information with other companies, misuse of information if phone stolen, rise in the 
number of cyber crimes and virus being installed on the phone. 

10. The willingness to use the services is very high if the problems are addressed. 
11. Most of the respondents prefer using Paytm for other services followed by other wallets. 
12. Security, necessity, time and services used are the factors which influence the preferences of the 

respondents. 
 

X.CONCLUSION 
The study was accomplished to explore consumer awareness ,perceptions and willingness to 
use digital wallets. Specifilcally thestudy explored awareness,usage,likelihood of using smart phones for  
completing the monetary transactions. With the increased penetration of internet connectivity and smart 
phones has led to an increase in the number of digital wallet users. Digital-wallet is getting more and more 
trendier among the consumers. 
As per the findings of the study, digital-wallet is getting popularity among the young lots such as students 
and employees.The study witnessed that paytm is leading among the other wallet 
providers. When a user is making an online payment via digital-wallets, the respondents are affected by 
various assorted factors.One of the main obstacle is security issues, due to which the users get anxious about 
his or her confidential information which may get disclosed. Therefore the digital-wallet providers need to 
understand and meet the users trust and expectations.  
Digital-wallets are growing in INDIA as the consumers are relying upon the digital life style to make things 
convenient and faster and the consumers are embracing digital-wallet with open arms. 
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