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ABSTRACT 

Nowadays, mobile phones are found everywhere. The global payment system has been transformed by 

the introduction of mobile wallets, which provide a variety of digital services from utility payments to 

e-commerce. Increased internet, electronics, and government programs like "Digital India," which 

aims to turn India into a cashless society, are all contributing factors to the rise in mobile wallet usage 

in India. The country's increasing smart phone and mobile internet penetration is also a factor. India's 

computerized installment framework has incredibly extended after demonetization. AEPS, UPI, QR 

codes, and BHIM applications are a few of the most recent additions to the payment system that aim to 

make the transition to digital payments as smooth as possible. This study looks at how people think 

about digital payments. The rise in internet and mobile phone use is primarily to blame for the 

prevalence of mobile wallets. The motivation behind this study was to recognize the factors that 

impact purchaser decision for portable wallet. A standard questionnaire was used to gather primary 

data from 100 respondents. The effect of segment qualities on client decision for versatile wallet was 

additionally analyzed. The Chi Square test and frequency analysis were used to find the factor that 

influences customer preference. 

KEYWORDS: Cashless transactions, Consumer perception, Digital payment, Demonetization and 

Digital wallets.  

I. INTRODUCTION 

The phrase "mobile wallet" usually refers to mobile payment systems that adhere to banking 

regulations. Instead of using cash, checks, or credit cards, a user may use their mobile phone to pay for 

a range of goods and services. The rise of cashless and electronic transactions has been largely 

attributed to the M-wallet. A mobile wallet is the digital equivalent of a traditional wallet where we 

store cash and process payments. 

All company sectors are impacted by consumer behaviour. Not only have customers' shopping 

preferences altered as a result of technological advancements, but so have their purchase patterns. The 

payment environment in India is evolving. Because of increased mobile phone use and technical 

improvements, the payment landscape is changing dramatically.Prior to the advent of the card 

economy, there was a cash-based economy. On the other hand, mobile payments are increasingly 

catching up. As more people use and own mobile phones, more people are using mobile applications 

for financial transactions. It's not only about money; you can save coupons, codes, receipts, and 

invoices in your m-wallet as well. When it comes to mobile payments, the emphasis is mainly on 

shifting consumers' payment preferences away from cash and towards electronic methods. The world 

of mobile payments is expanding quickly.  

Since the implementation of demonetization, our Prime Minister, Shri Narendra Modi, has actively 

promoted the use of m-wallets. Mobile payments require a unique set of abilities to get beyond the 

obstacles the traditional payment system puts in their way. It serves as a cashless payment system. The 

market is seeing a lot of new enterprises. Paytm, Oxigen wallet, Google pay, and FreeCharge are just a 
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few of the service providers launching new digital payment solutions on the market. Indian banks are 

also adopting digital wallets to encourage competition. In August 2015, State Bank of India (SBI) 

unveiled the first State Bank Buddy mobile wallet. As digital wallets, banks released Pockets (ICICI 

Bank) and Lime (Axis Bank) in 2015.  

Numerous studies have looked at how this technology came to be. It has frequently come up in 

discussion on adoption and technology. This study investigates customer acceptability, perception, and 

adoption of issues encountered by users of mobile wallets. 

II. OBJECTIVES OF THE STUDY  

1. To study the customer demographics using a mobile wallet.  

2. To study user perceptions of mobile wallet. 

3. To study the issues customers have while using a mobile wallet.  

III. TYPES OF WALLETS  

According to the Reserve Bank of India, there are four different types of wallet money:  

Open Wallet: Users using open wallets can make purchases, withdraw money from an ATM or a 

bank, and transfer money. A nice example of an open wallet is M-pesa, a product of Vodafone and 

ICICI. 

Semi-open wallet : You can conduct business with merchants who have agreements with the firms, 

such as, using a semi-open wallet. In accordance with contracts with merchants, Airtel Money is a 

semi-open wallet where you may spend the money you have loaded but cannot withdraw it or get it 

back. 

Closed Wallet :  A common method of payment for online purchases is the closed wallet, which locks 

a set sum of money with the retailer in the event that an order is cancelled or returned or gift cards are 

returned. 

Semi-Closed Wallet : A semi-closed wallet enables us to conduct financial transactions in the given 

location and to make purchases at the listed merchant, but it forbids cash withdrawals or redemption 

for services like PAYTM. 

IV. RESEARCH METHODOLOGY 

The study uses both descriptive and exploratory research techniques. Through the examination of the 

literature, secondary data was analysed. To compile the available research on mobile wallets, Ebsco 

and Google scholar were utilised. Data collecting utilising a semi-structured questionnaire was done 

after the secondary data analysis. Google Form was used to collect the data online. Utilising the CHI 

SQUARE test, data analysis was performed. A non-probabilistic convenience sampling method was 

used for the research, and the sample size was 100.  

V. LITERATURE REVIEW 

The attention of the nation's tech-savvy population has been drawn to mobile app-based payment. 

Within a short period of time, they immediately adopted this form of payment in India. This is 

apparent from daily life, as their presence can be observed in both small local businesses and large 

retail establishments. Similar to how mobile money, mobile payment, and mobile proximity payment 

are used differently around the globe, so is the phrase "mobile wallet." The researcher has studied a 

variety of previously published materials on the topic at hand. Understanding the many areas of study 

done in the subject of mobile wallets is further aided by this. In-depth analysis of the literature already 

in existence on the adoption and usage patterns, preference, and cashless economy has been done by 

the researcher. 
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In their paper "Mobile Wallet Continuance Adoption Intention: An Empirical Study in Cameroon," 

Wamba & Queiroz40 (2020) attempted to develop a model using partial least square structural 

equation modelling. Primary data among users of mobile wallets was gathered through a web-based 

survey. Using a 7-point Likert scale, the questionnaire was evaluated. The questionnaire was validated 

using Cronbach's Alpha and Composite Reliability. The study's determining elements came from 

earlier investigations. According to the study, user happiness has an influence on perceived trust and 

continued intention. Additionally, it has been determined that there is a relationship between 

satisfaction and continued desire to use a mobile wallet, which is influenced by perceived interest. 

The simplicity of use of mobile wallets is cited by Hassan and Daud (2018) as a driving force. Easy 

usage, trust, and benefit are three significant elements Ahuja. A. (2018) identifies as impacting users' 

perceptions of mobile wallets.  

The purpose of S Manikandan and J Mary Jayakodi's paper, "An empirical study on consumers 

adoption of mobile wallet with special reference to Chennai city," published in 2017, is to describe 

how wallet money is applied and used, as well as the numerous elements that influence it. 

(2016) Trilok Nath Shukla covered the function, kinds, and benefits of mobile wallets. The opinions of 

customers and merchants regarding mobile wallets were incorporated in his investigation. According 

to his analysis, digital firms and marketers will utilise mobile wallets to interact with customers. 

Marketing professionals should seize the new chances, regardless of how popular these mobile wallets 

are currently.  

VI FACTS AND FINDINGS  

Descriptive statistics has been carried out to understand the nature of distribution of the collected 

data and to summaries the data into a meaningful way.  

DEMOGRAPHIC PROFILE OF THE RESPONDENTS 

The demographic variables are vital to ascertain the users’ response towards the usage of mobile 

wallets. The present study is dealing with basic demographic variables like age group, gender, 

marital status and monthly income. An analysis of the demographic profile of the 100 samples has 

revealed the following results. 

DEMOGRAPHIC PROFILE OF THE RESPONDENTS 

Demographic Profile Frequency Percent 

 

Age 

Below 30 65 65 

30-40 25 25 

Above 40 10 10 

 

Gender 

Male 52 52 

Female 48 48 

 

Marital Status 

Married 48 48 

Unmarried 52 52 

 

 

 

Monthly Income 

Below 20000 6 6 

20001-40000 42 42 

40001-60000 34 34 

Above 60001 18 18 

Source: Primary data 
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No of their age, people use cell phones. When using a mobile wallet, different age groups have 

different user patterns, behaviours, and expectations. The use, necessity, and satisfaction of a 

mobile wallet are determined by the respondents' ages.Regarding the age range, it has been shown 

that 65% of respondents who use mobile wallet are under 30, 25% are in the 30 to 40 age range, 

and the remaining 10% are above 40. Younger respondents—those under 30—are more likely to 

utilise the mobile wallet than older respondents—those over 40. 

The acceptance and adaptation of new technologies are strongly influenced by gender. In terms of 

behaviours and attitudes towards using mobile technology, men and women differ. Out of 100 

users of mobile wallets in the survey, 52% of them were men and 48% were men. 

The researcher may simply identify the types of respondents who frequently use the mobile wallet 

by separating single and married respondents based on marital status. Therefore, while researching 

how mobile wallets are used, it is important to take into account marital status. More than half of 

the respondents—52% of whom use mobile wallet, compared to 48% of those are married—are 

single. This demonstrates the little variations among users. 

A person's actions and decisions are determined by their level of income. The level of life and a 

person's place in society are also determined by it. It greatly affects how people behave when it 

comes to making payments. According to data on mobile wallet users' monthly incomes, 42% of 

the respondents make between $20,000 and $40,000, 34% between $40,000 and $60,000, 18% 

over $60,000, and a pitiful 6% make less than $20,000 per month. 

RESPONDENTS PERCEPTION REGARDING THE USE OF MOBILE WALLET 

The way in which respondents view mobile wallet is crucial since it affects how they use it. The 

user's perception, assumption, and quality of use of a mobile wallet payment are all related. To 

better understand how users of mobile wallets feel about their future, the researcher in this case 

performed the chi square test. 

Null  Hypothesis  

The average evaluation scores for how the respondents perceived mobile wallets varied 

significantly. 

PERCEPTION REGARDING MOBILE WALLET -CHI-SQUARE TEST 

Note:**denotes significance at 5% level of significance 

As can be seen from the above table, the null hypothesis is considered to be true at a 5% level of 

significance because the P value is higher than.0243 (the Chi-square computed value). It may be 

inferred from this that respondents' perceptions of the mobile wallet varied significantly from one 

another in terms of mean rankings. According to the average rating score, it can be seen that 

respondents think mobile wallets may replace debit cards in the future (3.4), ranking first among the 

other perceptions, followed by future cash payment alternatives (3.6), support for current payment 

 

Basis  

Average 

Rating 

Score  

Chi-square 

value 

 

P value 

Mobile Wallet Can Be Alternate choice of payment 3.8  

 

 

.0243 

 

 

 

>7.82** 

Mobile Wallet Can Substitute cash payment in future 3.6 

Mobile Wallet Can Support the existing payment 

method 

3.5 

Mobile Wallet Can Replace debit cards in future 3.4 
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methods (3.5), and replacement of debit cards (3.4). Thus, it can be said that mobile wallets have 

evolved into another kind of payment. 

CONSUMER BEHAVIOUR WITH RESPECT TO PROBLEMS IN THE USE OF MOBILE 

WALLET 

NULL HYPOTHESIS  

There is significant difference between consumer behaviour  with respect to factors of practical 

difficulty in the use of mobile wallet. 

CONSUMER BEHAVIOUR AND  ITS INFLUENCE ON FACTORS OF PRACTICAL  

DIFFICULTY – CHI-SQUARE TEST 

Factors of Practical Difficulty M.D. Chi-sqaure 

Value 

P value 

Network Problem 0.4  

 

 

0.91 

 

 

 

9.488** 

Application Problem 0.6 

Customer Care Support Problem 0.8 

Transaction failure 0.5 

Refund Problem 0.4 

Note: ** denotes significant at 5% level 

Source: Primary Data 

The study shows that, because the P value is larger than 0.91, the null hypothesis is accepted at a 5% 

level with respect to transaction failure and overall practical difficulties. In terms of transaction failure 

and general practical difficulties, there are therefore notable differences in consumer behaviour and 

how it affects users of mobile wallets. Regarding Network Problem, Application Problem, Customer 

Care Support Problem, Transaction Failure, and Refund Problem, it is also noted that P value is bigger 

than 0.91, and the null hypothesis is accepted at a 5% level. 

VII.SUGGESTIONS 

The study demonstrates how mobile wallets, particularly those used for retail micro payments, are 

influencing digital payments. Although the government promotes the use of cashless payment methods, 

the average person still doesn't understand them. The study made the following recommendations to 

the key players in the mobile wallet sector in order to solve these challenges. 

By creating training centres at the regional and suburban levels, the government will implement and 

improve internet access across the whole nation. It will also take the required steps to give practical 

training for using mobile wallets.the service provider should give clear instructions and guidelines for 

registration, kyc updates, refund procedures, and service fees.the users to educate themselves on the 

necessary safety procedures and safeguards. 

VIII. CONCLUSION  

In India, mobile wallet use and growth are unmatched by other digital payment methods. This is 

demonstrated by the fact that mobile wallets are accepted by merchants in a variety of stores and 

establishments, including restaurants, supermarkets, and even roadside businesses. Due to its various 

deals and discounts, mobile wallets are essential in encouraging individuals to do digital transactions. 

It is one of the tramp cards that the government and banks have to use to enlist the help of the 

unbanked population in banking activities. According to the research, mobile wallets are favoured 

because of their easy, safe, and speedy fund transfer procedure and user-friendly. The aforementioned 
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study suggests that even if practical difficulty has a negative impact on satisfaction, respondents 

utilising mobile wallet have a favourable influence on the adoption of mobile wallet. 
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