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ABSTRACT  

In the last few years, there has been immense growth of wireless technologies in India thereby giving a boost to digitization. Many people are 

switching over to the E -commerce platform to attain instant and safe transactions. E-commerce has become distinguished and preferred 

transaction platform among Indian people especially the youth and educated elite crowd. However, the usage of these wireless technologies in 

Rural is little sluggish but is definitely catching up and the momentum is really gearing up. 

On the contrary the penetration of mobile phones and increased usage of Internet in tier-2 and tier-3 cities has been growing multifold which has 

given a big boost for E-wallets industry. With the ever- increasing mobile phone subscriber base and with the consistent slash in the tariff rates 

the usage of mobile, mobile data cards by the customers have increased drastically. Under these circumstances, the opportunities are ever 

increasing for players in the E-wallet industry. 

Understanding the perception of E-wallets among the consumers and non-users will give a glimpse into the current market situation as well as 

the future trend. Demonetization has made the E-wallet industry one to look forward to as an exceptionally good option. Hence, one of the 

objectives of this research is to find the impact of demonetization on e-wallet usage among consumers. The research also aims to identify the 

reasons for popularity of Paytm as an E-wallet service, the factors responsible for satisfaction and perception of consumers about Paytm as a 

brand. The research also identifies the expectations of consumer from an E-Wallet Service and as well Paytm’s initiative to position the brand as 

a preferred E- Wallet Service today. 
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Introduction 
 

Exchange of goods and services are the most important part 

of Human Society. Humans have evolved the whole notion 

of transaction from barter to coins to paper money and to 

plastic cards. Further moving ahead will be to 

revolutionizing the transactions with Digital Wallets or E- 

wallets.   The E-wallet has become essential part of each and 

every purchase of service or product. In this era of 

computerization, the buying of goods or service be it a 

booking a movie ticket or making an on line Banking 

transaction, the buying behavior is getting coupled with the 

vivid forms of the devices more related to the digital.. The 

E-wallet is playing a significant role in day to day life as 

customers are relying on digital lifestyle to make things both 

convenient and fast. The ease of loading some amount into 

digital wallet and  to pay utility bills, recharge mobile and 

DTH accounts, book train, bus or airline tickets, transfer 

money to another wallet or bank account, get cash from 

agents and retailers, apart from online as well as offline 

shopping has provided the customers the real convenience. 

In a nutshell, it is a one-touch payments solution for all the 

needs of the customers. Though there is humongous number 

of options while selecting the digital E-wallets, the prime 

brand which comes to 150 million plus users is Paytm. The 

company which was just started as a small startup has grown 

up in market stature and customer acceptance and has 

proudly achieved the 1 Billion valuation mark within a very 

short span of time. The reports of Hindustan Times indicate 

the steep rise in the Paytm traffic which has surged to 435% 

while the download of Paytm App has scaled by 200% plus 

the transaction value has reached a 250% increase after the 

demonetization. 

Government’s demonetization of Rs.500 and Rs.1000 notes 

in one way or the other compelled people to resort to digital 

wallets for payments of their daily necessities. The impact 

of demonetization has been very favorable to the E-wallet 

players in the market, since the announcement date of 

demonetization the 8
th

 November 2016; the E- wallets 

market growth has been growingly considerably steep. As 

per the recent financial research report of the Government, 

the Mobile Wallet market is expected to have a multifold 

increase from 35 Crore in 2016 to Rs 1210 crore latest by 

2019. 

The researchers (Sen& Shaula 2017) in their research 

explain the Government initiatives taken through Digital 

India Mission to train people and provide them the 

opportunity to lean on the process of digital transaction 

which are useful for their daily life. The Government has 

just not preached the importance of digitization it has also 

initiated the Payment App named BHIM which is an 

acronym for the Bharat Interface for Money. The 

Government has marched ahead with times to not only bring 

detailed guidelines on the transactions through card and 

digital process but also have got the guidelines approved 

through the cabinet. This is one of the best initiative done 

through the Department of Economic Affairs (DEA 

2016).The Department has also listed short and medium 

terms of efforts recorded in the office memorandum of 

DEA. The vision on the aspects of digital payment system 

which is the directive released by the Reserve Bank of India 

which has laid a clear frame work regarding the smooth  
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payment and as well settlement system through the digital 

platform. 

 

Literature Review 
 

The findings of the research study (Nirmala. R, Sonu, 

2015),on the E-wallet usage has indicated that, over the past 

few decades, a small splinter of plastic has revolutionized 

the way consumers pay. Further the usage of E-wallet has 

been enhanced by the changing life styles of the customers. 

The study adds further that the rise in disposable income, 

introduction of new services and products, increased travel 

and growth of the entertainment sector has made a real 

impact on the use of E-wallet. The study by (Subhani, 

2011) intended at finding out the preference and acceptance 

of the plastic money. The research results indicates that the 

use of credit and debit cards though has some advantages 

like safety, ease of use, the limitations or shortcomings like 

acceptance in all shops and establishments is also equally 

felt by the customers which is considered as the pain points 

of these services.(Deniz,et al 2011) pointed out that the 

usage of the Mobile and internet services for the day to day 

banking transactions and other financial transactions  has 

enhanced the process of  financial inclusion and helped 

individuals and Business to connect globally. The research 

findings of Fozia 2013 explains that the integration of the 

Electronic devices, the Tele communication systems, 

computer system network and the information technology 

has paved way for the birth of a new Economy which is 

popularly known as ‘Digital Economy” 

The research study (Rani 2016)details the various situations 

and crisis encountered by the small and medium business 

people especially the shopkeepers who lost business out of 

demonetization. The paper also discusses the quick 

measures like switching over to the cash less and plastic 

money and E-wallet transactions adopted by the 

shopkeepers to avert the crisis. The paper also explain on the 

transformation and shift of the consumers towards Paytm, 

and internet banking. The various difficulties and hurdles 

faced in the market by the seller and customer is dealt in the 

research study undertaken by CarmentLeonga 2017. 

The study made by the researcher (Madureira, 2017) has 

indicated the roles of the NFC that is the Near Field 

Communication services to replace the plastic cards like the 

credit and debit cards by other digitalized services like E-

wallets and Internet Banking services through Mobile and 

Non Mobile based services. The study undertaken by 

Solat,2017 details on the various limitations and 

shortcomings faced by the customer while using the 

electronic payment methods. The flaw, the various 

weaknesses, the exposing of the user identity, sharing of the 

user profile to other vendors, the user privacy, and 

disclosure of the identity problems were identified and 

discussed. The study conducted by Swaminathan,2016 

reveals the level of satisfaction of the customer towards the 

Banking services especially the E-Banking services and also 

evidently discussed that the users are just moderately 

satisfied with these internet based services offered by the 

Banks. 

(Ramasubbu 2009) in the study on the E-wallet discussed 

the importance of the E-wallet and the advantages one 

derives out of usage.(M.F.Mridha 2017) stresses the need 

for the quality improvements to be brought in the E-Banking 

and E-wallet  transactions to ensure safety and security. The 

research study performed by Shin 2009, offers an inclusive 

model towards the approval of the customers when it comes 

to Mobile payments. The research utilizes the holistic and 

integrated concept while approving the usage of the 

Technology in the context of safety, self-efficacy, trust and 

the aspect of social power. The research further indicates 

that the two major factors say the perceived safety and the 

convictions are influencing on the user’s attitude and intents 

of using the Electronic platforms for financial transactions. 

(Cadwell 2012) The researcher indicates that there is very 

big scope for the usage of E-wallet in both the developed 

and developing countries and the only aspect that has to be 

taken care seriously is the safety and  security standards 

while adopting the technology. The findings of the study 

conducted by Upadhayaya 2012 reveals and vouches E-

wallet as a very easy and user friendly way of payment 

transaction system.(Swilley 2010) researched the reasons for 

the acceptance and rejection of the E wallet system by 

adopting the Technology acceptance Model. The study 

findings of the research  undertaken by R.Varsha and  

Thulasiram 2016 indicates that the customers feel that the 

acceptance and usage of the E-wallet have been considered 

and felt to be more comfortable and safe.(Ramesh Sardar 

2016) in his research has indicated that the usage of the M-

wallet in the long run will not only be a tool for the payment 

and business transaction, it would become a tool to 

understand the buying behavior of the customers and will 

also help in a big way to make an estimate of the individual 

consumptions of the buyers. 

 

Research Methodology 
 

The researcher has applied the Exploratory research design 

in this research and used both secondary data and reports 

from the research reports previously conducted, inputs from 

the journals, magazines and newspaper review. The articles 

and reviews in particular towards the trends, preferences, the 

acceptance and the levels of satisfaction of the customers on  

the E wallets is revived in particular and E Commerce and E 

banking services in general. The issues related to the 

demonetization and the impact it has made on the cash less 

transactions in general and E-wallet in particular were also 

revised in detail. The Primary data was collected through 

structured questionnaire which was  administered on 350 

respondents of  various age groups and different educational 

backgrounds and occupation. 176 respondents chose to fill 

in the questionnaire. Out of the 164 questionnaires which 

were appropriately completed, 74 persons were users of 

Paytm and 90 were non users. The data was analyzed with 

the help of Factor Analysis, Correlation, Chi Square test, 

and Principle Component Analysis using the statistical tool 

SPSS and Microsoft Excel to find out the trends and factors 

influencing payment decisions.  

 

Objectives Of The Study 
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 To find the market leader in the e-wallet category 

and reasons for its success 

 To find the consumer satisfaction levels towards 

the e-wallet services 

 To find the consumer expectations from the market 

leader in the e-wallet market. 

 To find the impact of demonetization on e-wallet 

usage among consumers. 

 

Hypotheses 
 

Paytm is the market leader in e-wallets category 

 

H01: Majority of the E-wallet users do not use Paytm. 

Ha1: Majority of the E-wallet users use Paytm. 

 

Paytm consumers are satisfied with the services 

provided. 

 

H02: Majority of the Paytm consumers are not satisfied with 

services provided. 

Ha2: Majority of the  Paytm consumers are satisfied with 

services provided. 

 

There is no significant change is usage of Paytm post 

demonetization 

 

H03: The usage of Paytm has not increased significantly 

(>double) post demonetization. 

Ha3:  The usage of Paytm has increased significantly 

(>double) post demonetization. 

 

Results And Discussions 
 

The data was analysed with the SPSS tool. Cronbach's alpha 

score was seen to be 0.887.  

 
 

KMO = 0.692 which is greater than 0.6 and Sig. (P-Value) < 

0.05 which is an indication that component or factor 

analysis could be used to understand the variable with 

highest factor loadings.  

 

 
 

Preliminary findings thoroughly indicate the dominance of 

Paytm in the e-wallet market. The Hypothesis was tested 

using the Chi Square Test. The Brand has captured more 

than 85% of the market which is 3 folds of all other players 

put together.  Most respondents were highly satisfied with 

Paytm’s services. 

 

 
 

b)Discounts 

 
 

c) Cash Back 

 
 

 Major concern area is Customer care where significant 

numbers of respondents were highly unsatisfied. Few 

respondents were relatively less satisfied with offers and 

discounts provided by Paytm. Transaction success rate and 

Mobile App were clear winners in favour of Paytm as far as 

customer satisfaction factors are considered. Effect of 

demonetization has shown a move  towards digitization with  

more than 50% respondents not changing their  transaction 

process (still  using the cash transaction process) and have 

not changed the quantum amount  of spending, more than a 

quarter of the respondents have doubled the spending and 

have shifted the transaction process utilizing both the 

process of  internet banking and E-wallet transactions and 

more than 8% have increased spending by 10 folds and most 

of their transactions are through  E wallets and plastic cards.   

 

Suggestions 
 

a)  Offers 
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 The expectations of these new generation digital 

customers towards fresh and innovative offers, discounts 

and cash backs is always on the rise.Therefore the promoters 

of the E-wallet have to every now and then devise schemes 

and promos aggressivelywith respect to 

Offers/Discounts/cash backs to satisfy the existing loyal 

customers as well as to attract new ones. 

 The market leader Paytm will have to increase its 

reach with more sellers to widen its customer base. 

 The private brands need to roll up their slews and 

work hard to counter the threat that is mounting out of the 

unique services of (UPI) initiated and promoted by 

Government and banks post the demonetization exercise. 

 In order to enhance their market share and grow 

rapidly,the established players like Paytm’sshould work to 

include more product and offer variety within the segments. 

Higher variety in low cost products will be a good way to 

increase their sales volume. 

 CRM execution needs to improve in this industry 

so as to raise the customer satisfaction levels. 

 While Paytm already has an aggressive advertising 

strategy it should have IMC strategy to focus and promote 

and publicize the aspects of good security and safety 

measures of the services provided by them. 

 

Conclusion 
 

The sucess and failure of the change or transformation 

depends on its adoption, in the same line the sucess of the 

digitization depends on how fast it is catching up and the 

pace at which it could bring tranformation and growth to the 

country. In this processes the government’s initiative of 

demonitization and exercsisng a cash less transaction 

process has helped in enhancing the useage of the E-wallets 

and E-Banking.However the E-Wallet brand like Paytm has 

utilized its first mover advantage and has secured wide 

acceptance from the customers. The Brand has to take strict  

initiatives to enhance the customer satisfaction and provide 

customer delite through their uniques promotional and 

business startegy. However steps needs to be taken by both 

the service providers and the Government to ensure that the 

Digitization is not just for the urbanites, it should also 

perculate down to the rural villages and semi urban areas to 

reap the fullest benefits. 
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