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ABSTRACT 

The main objective of this paper is the customer perception on the digital payments 
comparatively between the private sector and public sector banks regard to the usage and 

awareness of digital payments. The identified respondent of the plan is the users of digital 
payments for their transactions frequently. The well-structured questionnaire designed for the 

customers is to study their demographic factors, relationship with banks, awareness, and 
usage and how they comparing the two sectors to get the valuable inputs. The respondents are 
reached in the online mode as well as the direct survey mode. The data collection for this 

study is mainly taken from the primary data. 

The Study is to find out how the demographic factors are dependent when comparing with 

two sectors namely; Public and Private sectors banks in which customer relationship is the 
one factor dependent on another factor. The data collected from 168 customers were 48 and 

120 in Kumbakonam and Thanjavur respectively in two sectors of banking as convenient as 
possible and it helps to perform numerous tests to measure the proper relationship between 
the dependent variable and independent variable.  Eventually, we are eager to find out the 

various problems about the area of usage of digital payment system and to create 
consciousness about the importance of electronic services. 
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INTRODUCTION OF DIGITAL PAYMENTS 

 A digital payment is the way of payments through the digital modes. The digital payment 

was introduced in the year of 90‟s. It is the convenient and instant payments through the 
Internet. There is no hard cash involved in the digital payments. Every custome r has the 
dilemma of choosing safe, secure, convenient & cashless payments. Even though the private 

and public sector banks  are  providing various modes to use the digital payments but the 
customer awareness acceptance and usage of those bank sector is always have the difference 

between them.     

The fast advancing global information infrastructure including information technology and 

computer networks such as the Internet and telecommunications systems enable the 
development of electronic commerce at a global level. The nearly universal connectivity 
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which the Internet offers has made it an invaluable business tool. These developments have 
created a new type of economy, which many call the „digital economy‟. This fast emerging 

economy is bringing with it rapidly changing technologies, increasing knowledge intensity in 
all areas of business, and creating virtual supply chains and new forms of businesses and 

service delivery channels such as E-banking. As a direct consequence of the emergence of the 
„digital economy‟, the balance of power seems to be shifting to the customers. Customers are 
increasingly demanding more value, with goods customised to their exact needs, at less cost, 

and as quickly as possible. 

Customer awareness is giving awareness about the digital payments to bank customer like 
pamphlets, messages and awareness mail about the instructions for how to use the digital 
payments.  Customer usage is how frequently the customers opting to use the digital 

payments and for what are all the types they using the digital payments. 

STATEMENT OF THE PROBLEM 

        The Digital India programme is a flagship programme of the Government of India 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. To incentivise the 
move towards a cashless economy, the government has come up with a rash of discounts and 

freebies on digital transaction.  

        Customers are lifeblood for any business and banking industry, When there is a service 
concern it always deals with how much they aware and get usage from the service.  The main 
theme is finding out the differences between the digital payments usage acceptance and 

awareness of public and private sector bank towards the customer. The private and public 
sector have offerings different types of digital payments app to the customers.  

OBJECTIVES OF THE STUDY 

       The objective of my project is as follows; 

1. To understand the demographic profile of the respondents 

2. To compare the private and public sector banks towards the digital payments 

3. To know about the awareness and usage level of respondents towards the digital payments 
of both banking sector 

4. To study about the influencing variables of respondents towards digital payments. 

SCOPE  

 The scope of the study is comparing both the private and public sector bank regarding the 

digital payments used by the customer. It covers the respondents who belongs to the 
Kumbakonam location and analyse all type of accounting customer in the private and public 

bank. 

LIMITATIONS OF THE STUDY 

 The limitations of the study are, 

 As the study analysed in the region of kumbakonam so other areas are not covered 

 Only selected private and public sector banks are studied for the project. 
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 The Customer awareness and usage of digital payments analyses is limited to the time 

period of the study 

 Primary data has its own limitations  

RESEARCH METHODOLOGY 

 Research Methodology is the process used to collect information and data for the 
purpose of making business decisions. The methodology may include publication research, 
interviews, surveys, and other research techniques, and could include both present and 

historical information. 

RESEARCH DESIGN 

A research design is the specification of methods and procedures for acquiring the 

information needed. It is the overall operational pattern or framework of the project that 
stimulates what information is to be collected from which sources by what procedures. 

The study is related to customers who are under the category of two those banking sector and 
make a comparison of digital payments services. The data is related to the study is collected 

through structured questionnaire from customer‟s who were get awareness and usage of 
digital payments 

SAMPLING METHOD 

 A sample design covers overall method of selection, the sample structure and plans 

for analyzing and interpreting the results of a research project. Sample design could also be 
depend on the scope, nature, information and application of the results that are to be derived 

from the research report. The researcher would be easy if sample size is small and would 
definitely be the complex if data for the study are large. Sampling design is determined 
before any data are collected. 

 The researcher used random sampling for the purpose of collecting the data. The 

sampling framework is on customers who are under the category of two those banking sector 
and make a comparison of digital payments services. With the sampling unit is based on 
consumer‟s different age groups, gender, location, income levels and education backgrounds. 

SAMPLE SIZE  

 The sample size is of 168 customers with different demographic factors who are using 
the digital payments of two those banking sector in the region of Thanjavur and 

Kumbakonam. 

REVIEW OF LITERATURE  

1. Ashban and Burney (2001) in their study revealed that customers increasingly extent 
their use of electronic banking as their experience grows with the system. In general, 

Saudi customer's income levels and education play a vital role in their adoption and 
usage of electronic banking technology. 

2. Filomina P.George  (2009) Today banks have centralized operations and are 
increasingly moving towards core banking solutions network-based computing, new 
delivery channels, such as networked ATMs, internet banking, smartcards based 

products etc. 
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3. Gerrard and Cunningham (2003) security concerns and the negative issues 
associated with new technologies in general seemed to be the main reasons for non-

technology customers avoiding it. However, internet bank's positive performance in 
terms of accessibility, convenience, time saving, and ease of use seemed to motivate 

time-poor, technology-oriented customers to use it, in spite of security concerns and a 
certain degree of depersonalisation. For complex operations-such as mortgage 
loanscustomers preferred personal interaction in the bank branch. From the customers' 

perspective, the great advantage of the Branch Banking is the possibility of having 
person-to-person interaction, which is expected to bring mutual knowledge, 

individualised attention, professional competence of employees, and responsiveness 
in non-routine situations. 

4. Ibrahim et.al. (2006) the key dimensions of electronic service quality identified by 

UK banking customers include the convenience and accuracy of electronic banking 
operations; the accessibility and reliability of service provision; good queue 

management; service personalisation; the provision of friendly and responsive 
customer service; and the provision of targeted customer service. The first two 
factors, the convenience/accuracy and accessibility/reliability of service provision, 

have significantly greater edge in explaining the e- service quality perceptions of the 
surveyed UK banking customers than the other identified dimensions, including good 

queue management, service personalisation, and the provision of friendly, responsive 
and targeted customer Service  

5. Jayawardhena and Foley (2000), on the other hand, listed the advantages for 

electronic banks: cost savings, increased customer base, mass customization, 
marketing and communication, innovation, and development of non-core business. It 

revealed that roughly one-half of consumers would first enquire with their existing 
banker if they needed a new financial product. In the case of e-banking, savings of 
time, money and convenience have been cited as relative advantages.  

6. Kumar S. and Sujit K.A. (2006) explain the importance, usage and implementation 
of e-purse in different countries including India. The study highlights some issues 

related to e-purse as well as its implementation in Indian context as compared to 
foreign countries. It concludes that e-purse is still at a nascent stage in India as 
compared to other e- facilities like credit/debit cards, ATMs etc. The study suggests 

making e-purse more user friendly like credit cards, providing wider base in terms of 
issuer, location and service providers to facilitate its usage at transportation services, 

educational institutions, shopping malls etc. 
7. Leow and Bee, (1999) The terms „PC banking‟, „online banking‟, „internet banking‟, 

„telephone banking‟ or „mobile banking‟ refer to a number of ways in which 

customers can access their banks without having to be physically present at the bank 
branch. E-banking may be understood as a term that covers all these ways of banking 

business electronically  
8. Lee and Lee (2000) did find that for direct bill payment, minorities were less likely to 

have already adopted the technology. Increases in income and education tend to be 

positively related to the adoption of an innovation. Prior research has empirically 
found positive relationship between perceived ease of use and perceived usefulness as 

critical factors on the use of e-banking (Agarwal et.al. (2000), Johnson and Marakas 
(2000)). 

9. Lisa Wessels, Judy Drennan, (2010)164 aim to identify and test the key motivators 

and inhibitors for consumer acceptance of mobile phone banking (Mbanking), 
particularly those that affect the consumer's attitude towards, and intention to use, this 

self-service banking technology Perceived usefulness, perceived risk, cost and 
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compatibility were found to affect consumer acceptance of M-banking. The results 
also support a mediation model, whereby attitude transfers the affects of the 

consumers' perceptions to their intention to use Mbanking.  

DATA ANALYSIS 

            The study is related to awareness and usage of digital payments in both public sector 

and private sector banking. The responses were collected through the online mode and also 
from direct survey mode. In this chapter, the captured data from the qualitative and 
quantitative research is presented, analysed, described and interpreted in a systematic manner 

as the next step of the study process.  

Table No: 1  

PROFILE OF THE RESPONDENTS 

Age of the respondents Frequency Percent 

21-30 121 72.5 

31-40 19 11.4 

41-50 5 3.0 

51-70 12 7.2 

Above 71 10 6.0 

Total 167 100.0 

Gender of the respondents Frequency Percent 

Male 109 65.3 

Female 58 34.7 

Total 167 100.0 

Marital status of the respondents Frequency Percent 

Married 74 44.3 

Unmarried 93 55.7 

Total 167 100.0 

Location of the respondents Frequency Percent 

Rural 43 25.7 

Urban 124 74.3 

Total 167 100.0 

Educational qualifications of the 

respondents 
Frequency Percent 

School level 3 1.8 

Diploma 7 4.2 

Graduate 81 48.5 

Professional Degree 70 41.9 

Others 6 3.6 

Total 167 100.0 

Income of the respondents Frequency Percent 

Below 10000 43 25.7 

11000-20000 20 12.0 

21000-30000 26 15.6 

31000-40000 36 21.6 

41000-50000 21 12.6 

51000 and above 21 12.6 

Total 167 100.0 
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Occupation of the respondents Frequency Percent 

Government Job 16 9.6 

Private employee 95 56.9 

Farmer 6 3.6 

Businessman 6 3.6 

Daily wages 8 4.8 

Student 36 21.6 

Total 167 100.0 

Sector wise accounts held by the 

respondents in the banks 
Frequency Percent 

Public Sector 35 21.0 

Private Sector 74 44.3 

Both 58 34.7 

Total 167 100.0 

Type of account of respondents Frequency Percent 

Savings Account 117 70.1 

Fixed deposit account 32 19.2 

Current account 18 10.8 

Total 167 100.0 

Reasons for choosing the public 

sector banks 
Frequency Percent 

Safety/security 73 43.7 

Convenient location 68 40.7 

Attractive interest Rate 16 9.6 

Service quality 10 6.0 

Total 167 100.0 

Reasons for choosing the Private 

Sector bank of the respondents 
Frequency Percent 

Safety/security 14 8.4 

Convenient location 48 28.7 

Attractive interest Rate 21 12.6 

Service quality 84 50.3 

Total 167 100.0 

Service availed by the respondents Frequency Percent 

Loans 42 25.1 

Credit Cards 40 24.0 

Insurance 17 10.2 

Mobile banking 57 34.1 

UPI Application 11 6.6 

Total 167 100.0 

 

 72.5% of respondents from the age of 21-30 years, 11.4% of respondents from the age 
of 31-40years, 3% of respondents from the age of 41-50, 7.2% of respondents from 

the age of 51-70, 0.6% of the respondents from the age of above 70. Hence it is 
interpreted that majority of the respondents age from 21-30. 

 65.3% of respondents from the male, 34.7% of respondents from female. Hence it is 
interpreted that majority of the respondents were Male in gender. 
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 44.3% of respondents are married, 55.7% of respondents are unmarried. Hence it is 

found that majority of the respondents marital status was unmarried. 

 25.7% of respondents are from the rural area and 74.3% of respondents are from the 
urban area. Hence it is taken that majority of the respondents are from urban places. 

 1.8% of the respondents are educated with School level, 4.2% of respondents are 
Diploma holders, 48.5% of respondents are Graduates, 41.9% of respondents are 

Professionals, and 3.6% of the respondents belong to other category. Hence it is found 
that majority of the respondents are Graduate in their educational status. 

 25.7% of the respondents in the level of below 10000, 12% of respondents in the level 
of 11000-20000, 15.6% of respondents in the level of 21000-30000, 21.6% of 

respondents in the level of 31000-40000, 12.6% of the respondents in the level of 
41000-50000, 12.6% of the respondents in the level of above 50000 . Hence it is 
interpreted that majority of the respondents income were below 10000. 

 9.6% of the respondents are working in Government department, 56.9% of 
respondents are working as Private employee, 3.6% of respondents occupation were 

farming, 4.8% of respondents are doing Business, 3.6% of the respondents are belong 
to Daily wages, 22% respondents are students. Hence it is found that majority of the 

respondents are to the category of Private Employee. 

 21.0% of customers holding their account in Public Sector Bank, 44.3% of customers 
holding their account in Private Sector Bank, 34.7% of them holding their account in 

both sectors of the banks. Hence it is interpreted that majority of the respondents are 
holding their account in Private Sector banks. 

 70.1% of customers holding in Savings account, 19.2% of customers are holding 
fixed deposit account, 10.8% of them holding Current account. Hence it is interpreted 

that majority of the respondents are holding their Savings account. 

 43.7% of customers said the reasons for choosing the Public sector banks as Safety/ 

Security, 40.7% of customers as convenient location, 9.6% of customers as Attractive 
Interest rate in bank, 6.0% of the respondents as Service quality. Hence it is 
interpreted that majority of the respondents said that the reasons for choosing the 

public sector banks as Safety/Security. 

 8.4% of customer‟s private bank sector because as Safety/ Security, 28.7% of 

customers as convenient location, 12.6% of customers as Attractive Interest rate in 
bank and 50.3% of customers as Service quality. Hence it is found that majority of the 
respondents reasons for choosing the Private Bank as Service quality 

 25.1% of customers using loans, 24.0% of customers using credit card, 10.2% of 
customers using Insurance, 34.1% of the respondents using Mobile banking and 6.6% 

of the respondents using UPI Application. Hence it is found that majority of the 
respondents are availing the service from the bank as loan.                                                           

 

CROSSTAB ANALYSIS 

                Cross tabulations are simply data tables that present the results of the entire group 

of respondents as well as results from sub-groups of survey respondents. Cross 

tabulations enable you to examine relationships within the data that might not be readily 

apparent when analyzing total survey responses. 

               The researcher has conducted crosstab analysis to the selected demographic factor 

(age and location) with the customer awareness and usage variables. To do this, the following 
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hypotheses were formulated for the present study. And two crosstab tools were taken for 
analysis (i) Chi-Square test (ii) Correlation  

Table No: 2  

CHI-SQAURE ANALYSIS OF AGE AND LOCATION WITH AWARENESS 

 

 Location of the 

respondents 

Total 

Rural Urban 

Age of the 

respondents 

21-30 33 88 121 

31-40 4 15 19 

41-50 0 5 5 

51-70 3 9 12 

Above 71 3 7 10 

Total 43 124 167 

 
Chi-Square Tests 

 Value df Asymp. Sig. 

(2-sided) 

Pearson Chi-Square 2.198a 4 .699 
Likelihood Ratio 3.446 4 .486 

Linear-by-Linear 
Association 

.089 1 .765 

N of Valid Cases 167   

 

The Pearson Chi-square value is 0.109 for the factor ‘occasionally usage of digital payments’ 

signifies that the null hypothesis (Ho) is accepted. This inference finds that there is no 
significant association between age of the respondent and  their awareness of occasionally 
using of digital payments 

The Pearson Chi-square value is 0.000 for the factor ‘Not awareness of digital payments’ 
signifies that the null hypothesis (Ho) is rejected. This inference finds that there is significant 

association between age of the respondent and not awareness of digital payments 
 
The Pearson Chi-square value is 0.000 for the variable ‘occasionally usage of digital 

payments’ signifies that the null hypothesis (Ho) is rejected. This inference finds that there is 
significant association between location of the respondent and their awareness in occasionally 

using of digital payments 

 
The Pearson Chi-square value is 0.000 for the variables ‘Not awareness of digital payments’ 

signifies that the null hypothesis (Ho) is rejected. This inference finds that there is significant 
association between location of the respondent and not awareness of digital payments 

CORRELATON ANALYSIS 

Table No: 3 

Awareness & usage of 

digital payments and; 

private sector banks 

R Significance Relationship 
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Correlation between awareness & usage of digital payments in Public & Private Sector Banks 

 Source: Primary data  

There is a statistically significant positive correlation between Awareness & usage level of 

customer in Public sector banks since r = .369** and P = 0.000 which means a good 
relationship between them. 

There is a statistically significant positive correlation between Awareness & usage level of 
customer in Public sector banks since r = .441** and P = 0.000 which means a good 

relationship between awareness and Private sector banks. 

ANOVA 

To determine whether any of the differences between the means are statistically significant, 

compare the p-value to the significance level to assess the null hypothesis. The null 
hypothesis states that the population means are all equal. Usually, a significance level 
(denoted as α or alpha) of 0.05 works well. A significance level of 0.05 indicates a 5% risk of 

concluding that a difference exists when there is no actual difference.   

Table 4  

ANOVA 

 

 The above table it is represented that the significant value is 0.001 which is lesser than 

commonly accepted value of 0.05. Therefore, Null hypothesis is rejected. Hence it is 
concluded that there is a significant relationship between location of the respondents 
and awareness & usage of digital payments of the respondents. 

Awareness (Public Sector) 0.369** 0.000 Positive 

Awareness (Private Sector) 0.441** 0.000 Positive 

Basis of distinctions F Significance Result 

Location of the respondents 
(awareness of digital payments) 

2.532 0.001 Rejected 

Qualification of the respondents 
(awareness of digital payments) 

1.338 0.157 Accepted 

Sector of the respondents (Public 
sectors more secure) 

4.209 0.003 Rejected 

Sector of the respondents (private 
sectors more secure) 

2.184 0..073 Accepted 

Income of the respondents (Public 

Sector) 

2.109 0.011 Rejected 

Income of the respondents (Private 

sector) 

1.349 0.175 Accepted 

International Journal of Pure and Applied Mathematics Special Issue

1523



 The above table it is represented that the significant value is 0.157 which is higher 

than commonly accepted value 0.05. Therefore, Null hypothesis is accepted. Hence it 
is concluded that there is no significant relationship between qualification of the 
respondent and awareness & usage of the digital payments 

 The above table it is represented that the significant value is 0.003 which is lesser than 
commonly accepted value 0.05. Therefore, Null hypothesis is rejected. Hence it is 

concluded that there is a significant relationship between the choosing sector and 
Public sectors are more secure. 

 The above table it is represented that the significant value is 0.073 which is higher 

than commonly accepted value 0.05. Therefore, Null hypothesis is accepted. Hence it 
is concluded that there is no significant relationship between the choosing sector and 

Private sectors are more secure 

 The above table it is represented that the significant value is 0.175 which is higher 

than commonly accepted value 0.05. Therefore, Null hypothesis is accepted. Hence it 
is concluded that there is no significant relationship between the Income of the 

respondents and Private sector banks. 

 The above table it is represented that the significant value is 0.011 which is lesser than 

commonly accepted value 0.05. Therefore, Null hypothesis is rejected. Hence it is 
concluded that there is a significant relationship between the Income of the 
respondents and Public sector banks. 

The following pages reveal the summary of the present research in a systematic manner. The 
data collected are tabulated and analysed using the applicable statistical tools and 

significantly inferred and summarized. The summary of the study consist the findings, the 
suggestions or recommendations with concluding remarks. 

 

FINDINGS 

      The following are the summary of findings, 

 Most of the respondents are from urban area and some of them come from rural and 

semi rural places. 

 Out of 168 respondents, most of the respondents have completed their graduation and 

least has completed their School level education. 

 The majority of the respondents are earning below Rs.10000 and the least are earning 
above Rs.50,000. 

 Most of the respondents are Private employees  

 More number of customers holding their bank account in Private sector banks.  

 Savings Account is the major type of account held by most of the respondents. 

 Reasons behind choosing of Public sector was Safety/Security and private sector was 
Service quality 

 Mostly customers preferring loan and lending as the service to be availed from the 
bank. 
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 As per the crosstab analysis, it is inferred that there is significant association between 

the age of the respondents and their awareness of convenience of digital payments. 

 As per the crosstab analysis, it is inferred that there is significant association between 

the age of the respondents and their frequent usage of digital payments. 

 As per the crosstab analysis, it is inferred that there is no significant association 
between the age of the respondents and their occasionally using of digital payments. 

 As per the crosstab analysis, it is inferred that there is significant association between 
the age of the respondents and not awareness of using the digital payments. 

 As per the crosstab analysis, it is inferred that there is significant association between 

the location of the respondents and their awareness of convenience of digital 
payments. 

 As per the crosstab analysis, it is inferred that there is significant association between 
the location of the respondents and frequent usage of digital payments. 

 As per the crosstab analysis, it is inferred that there is no significant association 

between the location of the respondents and their occasionally using of digital 
payments 

 As per the crosstab analysis, it is inferred that there is no significant association 
between the location of the respondents and not aware of using the digital payments. 

 As per the Correlation analysis that there is a statistically significant positive 

correlation between the Awareness & usage level of customer and Public sector banks 

 As per the Correlation analysis that there is a statistically significant positive 

correlation between the Awareness & usage level of customer and Private sector 
banks 

 As per the ANOVA, that there is a significant relationship between the location of the 

respondent and awareness & usage of digital payments of the respondents. 
 

 As per the ANOVA, that there is no significant relationship between the qualification 

of the respondent and awareness & usage of the digital payments 
 

 As per the ANOVA, that there is a significant relationship between the choosing 
sector and Public sector are more secure. 

 As per the ANOVA, that there is no significant relationship between the choosing 
sector and Private sector are more secure. 

 As per the ANOVA, that there is a significant relationship between the Income of the 

respondents and Public sector banks. 

 As per the ANOVA, that there is no significant relationship between the Income of 
the respondents and Private sector banks. 

RECOMMENDATIONS 

International Journal of Pure and Applied Mathematics Special Issue

1525



       The following are recommended for adoption to improve the present day emergence and 
importance of digitization for the economic improvement of the country specifically through 

banking activities. 

 As per the findings the usage of digital payments of customers is moderately low 
because the customers are not availing digital payments services given by the bank. 

 The location of the customer is also one of the reasons for not getting proper 
awareness about digital payments hence the Banks have to start initiatives to create 

more awareness and should result in more usage of the digital payments and also the 
bankers are responsible to give details about digital payments. 

 The UPI Application launched by the Public and Private Banks. Among the public 
sector banks SBI plays an effective role in propagating UPI application among the 

customers .Other banks have to follow the same. 

 The Private and Public sector banks can create and increase the awareness for users 
about digital payments to customers. By conducting campaigns for digital payments 

awareness and bring the customers into digital banking ecosystem. 

 Among the Private sector and Public sector banks, the public sector banks are to 
improve their robust skills in the digital payments.   

 The banks in general may take up this kind of awareness to the rural people using the 
educational institutions and the students for the development of digitisation. 

CONCLUSION 

This present study focused to compare the digital payments of both private and public sector 
banks. As per the study, the customers mostly prefer the private banks on the whole and the 

Private sector banks play a healthy role in introducing the digital payments compared to the 
public sector banks. For each and every variable the Private sector bank has a positive reply 
from the customer as compared to the public sector. There is a positive correlation between 

awareness & usage of digital payments between the Private and Public sector Banks but with 
a slight difference between them in the implementation of the digitisation schemes. The 

reason for choosing the Private Sector bank is due to service quality.  The public sector banks 
are to concentrate more on the campaign as well as the awareness programmes that are to be 
conducted to make the public understand and start using it. The private sector banks are also 

to attend well the customers without charging much. It is concluded that the public sector 
banks are just weaker in the introduction and implementation of the digitisation than that of 

the private sector banks. 
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