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Abstract

In today's digital landscape, internet usage has dramatically increased, with consumers opting for digital devices to
lessen the time spent on traditional banking activities. The shift to digital payments gained considerable momentum
after the demonetization in India in 2016, when the government invalidated high-denomination currency notes to fight
black money and promote a cashless economy. This policy, coupled with government initiatives like Digital India,
BHIM (Bharat Interface for Money), and UPI (Unified Payment Interface), provided substantial impetus for the
widespread adoption of digital payments in India. Although digital payment applications are growing rapidly, customer
satisfaction continues to be a major concern. Users experience difficulties such as network disruptions, security
vulnerabilities, technical malfunctions, and insufficient digital literacy. The study named ‘Customers’ satisfaction
towards services of UPI applications with special reference to Davanagere city’ aims to investigate customer satisfaction

related to various UPI services and recommend feasible improvements.
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Introduction

In today's fast-paced technological landscape, digital payment applications have become a revolutionary element in the
financial ecosystem. A digital wallet, or e-wallet, is an application that keeps debit and credit card details, allowing
users to make purchases for goods and services digitally through their mobile devices. With the significant rise in
internet usage, consumers are increasingly turning to digital devices to reduce the time spent on conventional banking
tasks.

The Unified Payments Interface (UPI) is a platform that integrates multiple bank accounts into a single mobile
application, combining various banking functionalities, effortless fund transfers, and merchant payments into one

solution. The significance of UPI stems from the strong commitment and initiatives taken by the RBI and the
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government to establish a cost-effective, user-friendly, and secure digital payment system for the vast population of the
nation.

The emergence of digital wallets has transformed money transfers, enhancing their speed and convenience. In contrast,
traditional online payment methods like RTGS, NEFT often necessitated the use of a computer and were susceptible to
significant transaction delays. Nowadays, millions of individuals depend on e-wallets such as PayU, Paytm, and google
pay, PhonePe, MobiKwik and other UPI applications for personal and business transactions, facilitated by the
widespread availability of smartphones and internet connectivity. Applications like BHIM and Aadhaar-enabled mobile
wallets enable users to execute direct digital payments from their bank accounts, aligning with the government's goal
of fostering a cashless economy through the Unified Payments Interface (UPI) system. This digital payment framework
signifies the onset of a transformative period for everyday users, allowing money transfers via mobile phones, laptops,
and other electronic devices. With the introduction of the Digital India Programme, the Government of India seeks to
establish a paperless, cashless, and faceless economy.

Review of Literature

Gaurav Gawade and Milind A Marathe (2026) conducted an evaluation and found that customer transaction patterns
in daily life have undergone significant changes. The advent of smartphones has made life somewhat easier, as most
payments and transactions are now conducted online. Customers indicated that the PayTM app is user-friendly and
eliminates the need for a physical wallet. However, another group reported experiencing connectivity issues with the
PayTM app.

Daniel Glance Danny and Pradeep Reddy (2025) demonstrated that customer satisfaction with digital payment
systems is shaped by various interconnected factors, such as security, ease of use, transaction speed, transparency,
convenience, customer support, and reliability. The research also highlights that digital payment applications like
Google Pay (GPay) and Paytm have become vital financial instruments, highly regarded by both current and prospective
users. Furthermore, it was suggested that banks and payment service providers should actively work to enhance
customer awareness and comprehension of digital payment technologies to improve service delivery. In summary,
customer satisfaction is a key factor for success in service-oriented sectors, especially in banking, where trust and
reliability are essential.

Anitha and Varun (2024) discovered that there are notable differences in the attitudes of male and female customers
regarding the adoption and use of UPIL. They highlighted that UPI facilitates the integration of various financial
institution payment systems and enables businesses to connect through a standardized set of APIs. Unlike card networks,
UPI offers rapid settlement and lower transaction costs by eliminating intermediaries. Payments via UPI can be
completed in seconds, whereas other digital payment methods, such as cards, often require days for transaction and
settlement processes. Furthermore, UPI is considered more secure than alternative payment methods due to its robust
architecture and multiple security features.

Sonali Kamaraj (2024) determined that individuals are increasingly aware of digital payment systems and favor UPI
applications due to their user-friendly design and effective security protocols. The majority of users utilize Google Pay
and PhonePe for their fund transfers. According to the satisfaction expressed by respondents regarding the digital
payment methods, they are likely to suggest these services to their acquaintances and family members. The surge in

user adoption supports the realization of the Government's 'Digital India’ initiative.
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Sowbarnika and Vasanthakumar (2019) pointed that customers still not satisfied with the UPI App companies
towards the features of fund transfer, privacy, and recharge etc., services. The study highlights that UPI users have a
strong positive satisfaction with the banking technology, as shown by their adoption and usage, while non-users
evidently display disinterest and ignorance towards various technology-driven banking channels.

Bijin Philip (2019) emphasized that customers exhibit a favorable attitude towards unified payment interface services,
noting a correlation between the respondents' education levels and their usage of UPI services. Individuals with higher
education are more likely to utilize UPI services. Additionally, the increase in smartphone users and internet access in
these regions has contributed to the adoption of UPI services. The study also indicated that customers have a positive
perception of the unified payment interface.

Objective of the Study

To understand the customers’ satisfaction towards services of UPI applications with special reference to Davanagere

city.

Research Methodology
<> Sampling Technique: Convenience sampling technique.
X Sampling Size: 200 respondents in Davanagere City, Karnataka.

< Type of Data: Both Primary and Secondary data have been used for the study.
< Tools for Data Analysis: Percentage Analysis and Bar Graph.

Table 1. Respondents’ Demographic Profile

Gender % Marital Status % Age %
Male 48 Married 47 Below 25 Years 32
Female 52 Unmarried 53 26 to 40 Years 28
Total 100 Total 100 41 to 55 Years 21

56 Years & Above 19
Total 100

Educational % Occupation % Monthly Income %

Status (Rs.)
School Level 9 ) . 39 Below 10000 38
) Employed at Private/Public Sector
PUC/Diploma 18 ) 18 10000 to 30000 37
Business
Graduate 48 _ 12 30000 to 50000 12
Agriculture
Post Graduate 25 31 50000 & Above 13
Others (Homemaker/Students)
Total 100 100 Total 100
Total

(Source: Primary Data)

Table 2. Customer’s Satisfaction level towards services of UPI applications

Strongly Strongly
Agree | Neutral | Disagree )
Agree Disagree
(%0) (%) (%)
(%) (%)
UPI applications help easily for transfer of funds 53 37.5 7.5 1.5 0.5
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UPI applications very useful in purchase transactions 44.5 42 9 3 1.5
UPI applications made easy for bill for payments 38 41.5 12 6 2.5
UPI applications are user-friendly 20.5 17 14.5 30.5 17.5
Satisfied with security/privacy of UPI applications 20.5 24.5 22.5 19 13.5
Satisfied with online transactions without any issue 19.5 20.5 13 29 18

(Source: Primary Data)

Customer’s satisfaction level towards services of UPI applications

Satisfied with online transactions without any issue [ ESIEEIZOEIN S 29
Satisfied with security/privacy of UPI applications [ 202225 19
UPI applications are user-friendly [ NZOSINEZN 145 30.5
UPI applications made easy for bill for payments [ NNNNEEESE A2 o b
UPI applications very useful in purchase transactions [N 2 anals
UPI applications help easily for transfer of funds [N 750k

0% 20% 40% 60% 80% 100%

M Strongly Agree (%) M Agree (%) Neutral (%) Disagree (%) M Strongly Disagree (%)

(Source: Primary Data) Figure.1 Customer’s satisfaction Level towards services of UPI applications

First, regarding the respondents' satisfaction with the statement that Satisfied with online transactions without any issue,
it is apparent that, overall, 40 percent seem to be agreed (combined agree and strongly agree), with the remaining 60
percent of them being disagree or partially disagree that Satisfied with online transactions without any issue.

Second, regarding the respondents with the statement that Satisfied with security/privacy of UPI applications are
agreeing, it is apparent that, overall, 45 percent seem to be agreed (combined agree and strongly agree), with the
remaining 55 percent of them being disagree or partially disagree that Satisfied with security/privacy of UPI
applications.

Third, regarding the respondents' satisfaction towards UPI applications are user-friendly, it is apparent that, overall, 38
percent seem to be agreed (combined agree and strongly agree), with the remaining 62 percent of them being disagreed
or partially disagreed towards UPI applications are user-friendly.

Four, regarding the respondents' satisfaction about UP! applications made easy for bill for payments, it is apparent that,
overall, 72 percent seem to be agreed (combined agree and strongly agree), with the remaining 28 percent of them being
disagreed or partially disagreed about UPI applications made easy for bill for payments.

Five, regarding the respondents' satisfaction about UPI applications very useful in purchase transactions, it is apparent
that, overall, 87 percent seem to be agreed (combined agree and strongly agree), with the remaining 13 percent of them

being disagreed or partially disagreed about UPI applications very useful in purchase transactions.
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Six, regarding the respondents' satisfaction about UPI applications help easily for transfer of funds, it is apparent that,
overall, 92 percent seem to be agreed (combined agree and strongly agree), with the remaining 8 percent of them being
disagreed or partially disagreed about UPI applications help easily for transfer of funds.

Finally, regarding the respondents' satisfaction positive towards funds transfer, bill payments, purchase transactions but

not satisfied towards the services of user friendly, security/privacy concern and technical issues in online payments.

Findings, Suggestions and Conclusion

Findings

> Majority customers i.e., 92 percent are satisfied with services of UPI applications with regards to funds transfer
but only 8 percent customers not satisfied.

> 87 percent customers satisfied regards UPI applications very useful in purchase transactions but only 13 percent

customers not satisfied.

> 62 percent of customers not satisfied regarding user friendly of UPI applications.

> 55 percent of customers not satisfied about the security and privacy concern of UPI applications.

> 60 percent of the customers not satisfied with online payments because of technical issues while making online
payments.

Suggestions

> As per the results of the study customers satisfied with fund transfer, still UPI application companies need to

develop more and easy fund transfer features.

> While making purchase transactions and bill payments if UPI applications give more rewards in cash or
coupons, will help more use of services of UPI applications

> The majority of the customers varying about privacy and security concern. Hence, they have to create more
awareness programs, prompt response towards security/privacy issue and should maintain transparency data privacy.
> The UPI applications should make easy navigation with clear instructions with multiple languages and quick
customer support.

> The UPI applications should enhance server capacity, ensure fast issue resolution in failure transactions.
Conclusion

Advancements in technology have led to significant modifications in India's payment system. A major contributor to
the growth of digital payments in India has been the period following demonetization, which began on November 8,
2016. A key aspect of Prime Minister Narendra Modi's reform agenda has been the strong advocacy for cashless
transactions. The increasing necessity of smartphones in individuals' online financial, professional, and personal spheres
has made them a powerful tool that significantly influences the digital payments market. To optimize the benefits of
mobile technology, the Indian government launched the "UPI" (Unified Payment Interface) to establish a framework
that promotes contactless and transparent financial transactions. Secure financial transactions, one-touch access, and

readily accessible internet connections all impact the adoption of one-touch payments.
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