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Abstract: The present era is entering into a new pace in payment system by using 
digital wallets filled with coupons and offers, In this today’s busiest world people don’t 
have their time to sit and relax then how can do their personal works like to recharge 
their phones, to pay electricity bill, insurance or to shop etc. So to make people stress free 
new application has been introduced i.e. Pay tm or pay u money. People are using this 
application in their mobile phones in higher percentage and made help them to do their 
works easier. The present research paper is focusing on the impact of these new digital 
payment systems on customers and problems encountered if any. 
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1. INTRODUCTION AND DESIGN OF THE STUDY 

“A Customer is the most important visitor on our premise. He is not dependent on us, 
we are dependent on him. He is not an interruption of our work; He is the purpose of it. 
He is not an outsider to our business; He is a part of it. We are not doing him a favor by 
serving him; He is doing us a favor by giving us; An opportunity to do so”  - Mahatma 
Gandhi 

2. CUSTOMER SATISFACTION 

 Customer satisfaction, a business term is a measure of how products and services 
supplied by a company meet or surpass customer expectation. It is seen as a key 
performance indicator within business and is part of the four of a balanced scorecard. 
Increasing competition (whether for-profit or non profit) is forcing businesses to pay 
much more attention to satisfying customers. In a competitive marketplace where 
businesses compete for customers, customer satisfaction is seen as a key differentiator and 
increasingly has become a key element of business strategy. Organizations need to retain 
existing customers while targeting non-customers.  

Digital payment gateway is an e-commerce application, which facilitates acceptances 
of electronic payment and authorizes credit card payment for online retailers, e-business 
etc. This payment gateway facilitates the transfer of information between a payment 
portal (such as wed site, mobile phone or interactive voice response service) and the front 
end processor. Digital payment system to an electronic device that allows an individual’s 
to make electronic commerce transaction and also to purchase online items. It also 
facilitates digital wallet where it is linked to an individual’s bank accounts. Customers use 
digital wallets to store payment data, eliminating the need to re-enter information each 
time when they make a purchase. 

 Digital payment system is a sample of EDI. E-commerce payment systems have 
become popular in increasing way due to widespread use of the internet based shopping. 
It includes security measures by use of Card Verification Number (CVN) which detects 
fraud by comparing the verification printed on the signature strip with information on file 
with card holder’s issuing bank. Digital payment system has a certificate from an 

International Journal of Scientific Research and Review

Volume 8, Issue 1, 2019

ISSN NO: 2279-543X

Page No: 259



authorized certification authority that provides public key infrastructure (PKI) for 
securing credit and debit transactions. Nowadays, credit cards play a major role become 
popular method of making online payment but it is expensive.  

An electronic payment typically involves the following phases, Registration, Invoicing, 
Payment selection and processing, Payment authorization and confirmation 

Digital payment system includes 3 common electronic payment instruments namely, 
cash, cheque, and card. The purpose of an electronic payment is to transfer value from 
payer to payee. This process involves a financial institution. In today’s world, we need an 
e-payment system that would not only provide secure payment bur should also have effort 
to use mobile devices as “electronic wallet” to store payment details and account 
information. 

3. NEED FOR THE STUDY 

The customer satisfaction research we seek the views of respondents on a variety of 
issues that will show how the company is performing and how it can improve. It is wise to 
cross check the internal views with a small number of depth interviews with customers. In 
any customer satisfaction survey there will be quick fixes actions that can be taken today 
or tomorrow that will have immediate effect. The purpose of customer satisfaction 
research is to improve customer satisfaction. Worse than that, customers have generously 
given their time to assist in the survey believing that some positive action will take place. 
Their expectations will have been raised. The process of collecting the data seems easier 
than taking action to improve satisfaction levels. The key to customer retention is 
customer delightment. A highly satisfied customer stays loyal longer, talks favorably 
about the organization and its products; offers product or service ideas to the organization 
and costs less to serve the new customers.  

Today more organizations are recognizing the importance of satisfying and retaining 
current customers. It is not enough to be skilful in attracting new customers, the 
organization must keep them. Today‘s organization must pay closer attention to the 
customer defection rate (the rate at which they lose customer). Here in case of PayTm 
thus the need for study on customer satisfaction is important since it is highly depending 
on the customer opinions and expectations there by using that information to change its 
strategies. 

4. STATEMENT OF THEPROBLEM 

It is obvious that the researcher establish the study about the key determinants of 
customer satisfaction towards PayTm users in Dharmapuri District to acquire the 
customer satisfaction response to the service as well as to analyze the most appropriate 
solutions for the problem.  

Nowadays the customer’s uses many mobile wallet services in Dharmapuri District. 
PayTm service users in Dharmapuri District have been receiving many negative 
feedbacks in terms of Payment gateway failure, Problem with acceptance of debit/credit 
card, Failure of Paytm Apps, Delay in confirmation of order, security transactions, 
connectivity and Services quality. Therefore, in this research it is very important to 
identify the customer’s satisfaction level and feedback on the usage and adoption of 
PayTm service users in Dharmapuri District. 

5. SCOPE OF THE STUDY  

This research focuses on PayTm service users Tamil Nadu in general. The scope of the 
research will describe the relationship between PayTm services on safety & security, 
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transaction speed, convenience, recharge, ticket booking, shopping, booking hotels, 
insurance premium and transfer of funds. Which can directly influence on the customer 
satisfaction level and intention to use in further. Moreover, the respondent of this research 
will randomly select from business people and educational group in Dharmapuri District, 
who are normally use the PayTm services in Dharmapuri district. 

6. OBJECTIVES OF THE STUDY 

1. To identify the customer preference among PayTm users in Dharmapuri District. 
2. To measure the customer satisfaction level of PayTm services. 
3. To explore the way to improve the awareness about PayTm in Dharmapuri District. 
4. To determine the major problems faced by the PayTm users. 

7. RESEARCH METHODOLOGY  

Research methodology is a systematic way to solve research problem. It may be 
understood as a science of studying how research is done scientifically. Research refers to 
search for knowledge. The pattern in which a research is carried out to arrive at a 
conclusion or to find new relationship with a particular frame work is called ‘research 
methodology’. Research Methodology also refers to the various sequences and steps to be 
adopted by a researcher to study a problem with certain objective in view 

Research Problem 

In this study, the researcher has taken problem to study the various factors which     
affects the satisfaction level of PayTm services the researcher has taken the level of 
expectation of the customer satisfactions. 

 Research Design 

Research design is the plan, structure and strategy of investigation conceived so as to 
obtain answer to research question and to control variance. Researcher has taken 
“descriptive research design” to carry out the study. This research design would help the 
researcher to gather the primary and secondary data to analyse the various aspects of the 
study. 

Sampling  

Sampling is the process of selecting representative, subset of a total population for 
obtaining data for the study of the whole population, the subset is known as sample. In 
this sample size, the researcher decides how many elements of the target population to be 
chosen for this study. 

The convenience sampling method was adopted in this study. The sample size of the 
study was 150 respondents.  

Data Collection 

The collection of data is considered to be one of the most important aspects in the 
research methodology. Both primary and secondary data is used in this study in order to 
meet the requirements of the purpose. 

Tools for Analysis 

1. Percentage Method 
2. Weighted Average method 
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3. Rank correlation 

8. LIMITATIONS 

1. Method of data collection was through personal interview and therefore bias becomes 
a major limitation. 

2. Due to the time constrain all the customers were not covered. 
3. The entire respondents are not willing to provide all the information with regard to 

their user’s experiences. 
4. The scope of the study is restricted only to the Dharmapuri District, have the result is 

not applicable to other than the Dharmapuri District. 

9. DATA ANALYSIS AND INTERPRETATION 
TABLE – 1.  GENDER WISE CLASSIFICATION OF THE RESPONDENTS 

SI. No Gender No. of Respondents Percentage 

1 Male 81 54 % 

2 Female 69 46 % 

 Total 150 100 

Source: Primary Data 

 The above table 1 shows the gender wise classification of the respondents. It is 
clearly observed from the table, 54 % of the respondents are male and 46 % of the 
respondents are female. It is concluded that majority (54 %) of the respondents are male. 

TABLE – 2.  AGE GROUP OF THE RESPONDENTS 

Source:  primary data 

The above table 2 shows that the age wise classification of the respondents. It is clearly 
observed from the table, 60 % of the respondents are in the age group of below 30 years,     
30 % of the respondents are in the age group of 31 to 40 years, 8 % of the respondents are 
in the age group of above 50 years and 2 % of the respondents are in the age group of 41 
to 50 years. It is concluded that the majority of the respondents (60 %) are in the age 
group of below 30 years.  

TABLE – 3. MARITAL STATUS OF THE RESPONDENTS 

SI. No Marital  Status No. of Respondents Percentage 

1 Married 42 28 % 

SI. No Age (in years) No. of Respondents Percentage 

1 Below 30 years 90 60 % 

2 31-40 45 30 % 

3 41-50 03 2 % 

4 Above 50 Years 12 8 % 

 Total 150 100 
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2 Unmarried 108 72 % 

 Total 150 100 

Source: Primary Data 

The above table 3 exhibits that the marital status wise classification of the respondents. 
It is clearly observed from the table, 72% of the respondents are unmarried and 28 % of 
the respondents are married. It is concluded that 72 % of the respondents are unmarried. 

TABLE – 4. EDUCATIONAL STATUS OF THE RESPONDENTS 

 
SI. No 

 
Education 

No. of 
Respondents 

 
Percentage 

1 Under Graduate 47 31.4 % 

2 Post Graduate 53 35.4 % 

3 Professional Degree 49 32.6 % 

4 Others 01 0.6 % 

 Total 150 100 

Source: Primary Data. 

The above table 4 predicts the Educational status of the respondents. From the above 
table, it is inferred that 35.4 % of the respondents Educational status is Post Graduates, 
32.6 % of the respondents Education status is Professional Degree, 31.4 % of the 
respondents Education status is Under Graduate, and 0.6 % of the respondents Education 
status is other category. It has been observed from the table that majority of the 
respondents (35.4 %) Education status is Post Graduates. 

TABLE – 5. PLACE OF RESIDENCE OF THE RESPONDENTS 

SI. No Residence No. of Respondents Percentage 

1 Urban 30 20 % 

2 Rural 88 58.7 % 

3 Semi-Urban 32 21.3 % 

 Total 150 100 

Source: Primary Data 

 The above table 5 clearly point out that residence wise classification of the 
respondents. It is observed from the table, 58.7 % of the respondents are living in rural 
areas, 21.3% of the respondents are living in Semi - Urban areas and 20 % of the 
respondents living in urban areas. It has been observed from the table that majority of the 
respondents (58.7 %) are living in rural areas.  

TABLE – 6.  OCCUPATIONALS OF THE RESPONDENTS 

  

SI. No Occupation No. of Respondents Percentage 

1 Govt. Employee 26 17.3 % 
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2 Private Employee 52 34.7 % 

3 Businessmen 44 29.3 % 

4 Student 28 18.7 % 

 Total 150 100 

Source: Primary Data. 

In the above mentioned table 6, it has been observed that Occupation wise 
classification of the respondents. From the above table, it is inferred that 34.7 % of the 
respondents are Private Employees, 29.3 % of the respondents are businessmen, 18.4 % of 
the respondents are students and 17.3 % of the respondents are Govt. employees.   It has 
been observed from the table that majority of the respondents (34.7 %) are Private 
Employees. 

TABLE – 7.  PERIOD OF USAGE OF PAYTM  

SI. No Using the PayTm No. of Respondents Percentage 

1 Less than 6 months 45 30 % 

2 6 months – 1 year 63 42 % 

3 1 year to 2 years 24 16 % 

4 2 years and above 18 12 % 

 Total 150 100 

Source: Primary Data. 

The above table 7, clearly point out that classification of the respondents on the basis 
of period of usage of PayTm.From the above table, it is inferred that 42 % of the 
respondents are using the PayTmin 6 months to 1 year, 30 % of the respondents are using 
the PayTm in less than 6 months, 16 % of the respondents are using the PayTmin 1 year 
to 2 years, and 12 % of the respondents are using the PayTmin 2 years and above. It is 
inferred from the above table that Majority of the respondent’s (42 %) are using PayTmin 
6 months to 1 year.  

TABLE – 8. PAYTM APPs USING DEVICES 

SI. No Using Devices No. of Respondents Percentage 

1 Mobile 33 22 % 

2 Tablet 38 25.3 % 

3 Laptop/PC 66 44 % 

4 Others 13 8.7 % 

 Total 150 100 

Source: Primary Data. 
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The above table 8, clearly point out that PayTm apps using device. From the above 
table, it is inferred that 44 % of the respondents are using the PayTm apps in Laptop/PC, 
25.3 % of the respondents are using the PayTm apps in tablet, 22 % of the respondents are 
using the PayTm apps in mobile and 8.7 % of the respondents are using the PayTm apps 
in other devices.  It is inferred from the above table that Majority of the respondent’s (44 
%) are using PayTmapps in laptop/PC. 

TABLE- 9. LEVEL OF SATISFACTION OF USE PAYTM 

S. No Parameters 
HS 
(5) 

S 
(4) 

A 
(3) 

D 
(2) 

HD 
(1) 

Weighted 
Average 

Rank 

1 Recharge 
6 33 31 59 24 

26.46 5 
30 132 93 118 24 

2 Ticket booking 
2 13 13 83 39 

19.53 7 
10 52 26 166 39 

3 Shopping 
0 13 67 44 26 

24.46 6 
0 52 201 88 26 

4 Bills payment 
39 24 34 33 20 

31.93 1 
195 96 102 66 20 

5 Hotel booking 
33 21 27 42 27 

29.4 4 
165 84 81 84 27 

6 Insurance premium 
15 38 45 30 22 

29.6 2 
75 152 135 60 22 

7 Transfer of funds 
13 42 39 36 20 

29.46 3 
65 168 117 72 20 

8 Others 
6 5 6 39 94 

16 8 
30 20 18 78 94 

  Source: Primary Data                        

The table 9 it has been observed that, the PayTm users satisfaction levels was the best 
in bill payment was 1st  rank, insurance premium is 2nd  rank, transfer of funds was 3rd  
rank, hotel booking  was 4th  rank, research was the 5th rank, shopping was the 6th  rank, 
ticket booking was 7th  rank and other transactions was 8th rank. 

TABLE-10. LEVEL OF SATLSFACTION PAYTM SERVICES  

S.N
o 

Paramete
rs 

Highly 
satisfi

ed 
(5) 

Satisfi
ed 
(4) 

Avera
ge 
(3) 

Dissatisfi
ed 
(2) 

Highly 
dissatisfi

ed 
(1) 

Weight
ed 

Averag
e 

 
Ran

k 

1 
Safety & 
Security 

33 18 36 46 17 
30.26 2 

165 72 108 92 17 

2 
Transactio

n Speed 
2 9 33 73 33 

21.6 8 
10 36 99 146 33 

3 
Convenien

ce 
27 36 42 27 18 

31.8 1 
135 144 126 54 18 

4 
Add on 
services 

6 36 48 36 24 
30 4 

30 144 144 108 24 

5. 
Software 

issues 
22 18 48 35 27 

28.2 6 
110 72 144 70 27 

6. 
Charges 
of using 
payTm 

18 33 46 32 21 
29.66 5 

90 132 138 64 21 
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7. 

Any time/ 
where 

transactio
ns 

14 42 45 34 15 

30.4 3 
70 168 135 68 15 

8. Reliable 
8 14 73 28 27 

26.53 7 
40 56 219 56 27 

9. Grievance 
9 9 12 38 82 

18.33 9 
45 36 36 76 82 

Source: Primary Data 

The table 10, it has been observed that, the satisfaction level on PayTm services was 
the best in convenience was 1st rank, safety and security was 2nd rank, any time and any 
where transactions 3rd rank, add on services was 4th rank, charges of using PayTm was 
5th rank, software issues was 6th rank, reliable was 7th rank, transaction speed was the 
8th rank, and both Bank charges and Grievance handling method was 9th rank. 

TABLE-17. LEVEL OF AWARENESS OF THE PAYTM FACILITIE  

S.No Parameters 
Highly 
aware 

(4) 

Aware 
(3) 

Not 
aware 

(2) 

Utilization 
(1) 

Weighted 
Average 

 
Rank 

1. 
Mini 

statement 
11 15 48 76 

26.1 5 
44 45 96 76 

2. Fund transfer 
8 24 76 42 

29.8 4 
32 72 152 42 

3. Bills payment 
12 39 63 36 

32.7 3 
48 117 126 36 

4. 
Maximum of 
Rs. 20,000 

per day 

22 39 59 30 
35.3 2 

88 117 118 30 

5. 
Five free 

transactions 
per day 

37 32 55 26 
38 1 

148 96 110 26 

Source: primary Data 

Table 17, shows that the level of awareness of the PayTm facilities. The respondents 
were asked to rank the satisfaction level on PayTm facilities five free transactions per day 
was 1st rank, maximum of Rs. 20,000 per day was 2nd rank, bills payment was 3rd rank, 
fund transfer was 4th  rank and mini statement was 5th rank. 

10. FINDINGS  

 54 % of the respondents are Male and 46 % of the respondents are Female 
 60 % of the respondent’s age is below 30 Years and 2 % of the respondent’s age is 41 

- 50 Years. 
 72 % of the respondents are unmarried and 28 % of the respondents are married. 
 35.4 % of the respondent’s Education Qualification is Post Graduate and 0.6% of the 

respondents are qualified for other category. 
 58.7 % of the respondent’s place of residence is rural and 20 % of the respondent’s 

place of residence is urban. 
 34.7 % of the respondent’s occupation is private employee and 17.3 % of the 

respondents are Govt. employees. 
 34.7 % of the respondent’s monthly family income is below Rs.10, 000 and 5.3 % of 

the respondent’s monthly family income is Rs. 30,001 and above. 
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 44 % of the respondents are using the PayTm service through computer/ PC and 8.7 
% of the respondents are using the PayTm service through other devices. 

 50.6 % of the respondents are opinion that desirable in the PayTm services and 5.3 % 
of the respondents are opinion that vital in the PayTm services. 

 42 % of the respondents are using PayTm services for 6 months to 1 Years and 12 % 
of the respondents are using PayTm services for 2 Year and above. 

 52 % of the respondents know about PayTm services through online and 4 % of the 
respondents know about PayTm services through friends. 

 40.6 % of the respondent’s average monthly spending PayTm usage  is Rs. 3,001 to 
4,000 and 9.4 % of the respondent’s average monthly spending PayTm usage  is Rs. 
4,001 and above.. 

 56 % of the respondents told that problem arising in PayTm services are rectified in 1 
days and 7 % of the respondents told that problem arising in PayTM service rectified 
more than 2 days. 

 47.3 % of the respondents are opined that Satisfied PayTm services and and10.7 % of 
the respondents are Dissatisfied PayTm services.  

 The PayTm users satisfaction level the best in bill payment is 1st rank and other 
transactions was 8th rank. 

 The satisfaction level on PayTm services the best in convenience is 1st rank and 
Grievance handling method is 9th rank. 

 The satisfaction level on PayTm facilities five free transactions per day is 1st rank and 
mini statement was 5th rank. 

11. SUGGESTION  

From the researcher suggested that the respondents are satisfied by PayTm service. But 
level of satisfaction is low in the following areas shopping, ticket booking, transaction 
speed, grievance handling methods, service charges, mini statement and minimum of           
Rs 20,000 per day. The researcher would like to request the PayTm to probe in to the 
suggestions mentioned and take actions, if necessary for the benefit of PayTm services. 

12. CONCLUSION  

PayTm usage awareness as spread among the people in India due to government policy 
of demonetization and this as forcefully induced the usage of PayTm. PayTm supports 
their customers to transfer their payments with the usage of their mobile phones in the 
easiest way. PayTm officers should frequently visit the customers and enquire about their 
requirements and problems they face. PayTm has to increase its advertising in television 
media in order to increase the awareness to the general public. PayTm services may also 
introduce some sales promotion activities, such as cash discounts, reduce service charges 
and gift etc. It can be concluded that they will be a tremendous growth in adoption of 
PayTm in the forthcoming years. 
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