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ABSTRACT 

The electronic payment system is considered as the backbone of e-commerce and one of its 

most crucial aspects. With the advancement of technology, electronic payment system has 

taken many forms like credit cards, debit cards, electronic cash and check systems, smart 

cards, electronic wallets and so on. Electronic wallet is an online prepaid account where one 

can store money to be used when required. It is usually used with smart phones and 

computers. The E-wallet industry is over a decade old in India. The advent of e-commerce 

together with the growth of internet promoted the E-wallet payment system. This paper 

attempts to study the use of Electronic wallet among the population of 

OttapalamMunicipality in Palakkad District. This paper also examines the factors affecting 

adoption of E-wallets by consumers.  
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INTRODUCTION  

Today‟s world is engrossed with digital technology and trends, from daily bread to business, 

home to office implementation of electronic gadgets have become the part of life. Dealing of 

financial issues with liquid cash is conquered with virtual cash. In India, growing adoption of 

smart phones and mobile payment has given a boost to Electronic Wallet industry in India. E-

wallet is simply the digital wallet on the mobile handset or computers. An E-wallet allows 

customers to store credit card information, e-cash, owner ID, contact information, shipping, 

and billing information which are used to pay for on-line purchases. This way, the customer 

does not have to enter these details every time a transaction is made online. Not only are E-

wallet efficient but in time, they will enable customers to track their purchases and keep 

receipts. An efficient E-wallet system is one in which the data forms on the merchant sites are 

filled with the correct information from the data stored in the wallet.  

STATEMENTOF THE PROBLEM 

In the past few thousand years, the way we pay has changed from barter system to coins, to 

paper money, to plastic cards. Few years back nobody knew about the E-wallets in India. 
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Despite of being a new concept, E-wallets have witnessed immense popularity. At the 

moment, people are facing currency crunch in India and this is where the E-wallets are 

reducing the burden of the people. An E-wallet is a virtual service used as a substitute for 

physical cash. Since demonetization took off, cashless transactions are gaining importance 

and have a lot of growth opportunities in India. In this context, this paper attempts to study 

the various factors that can affect user‟s decision to adopt E-wallet as a mode of payment. 

OBJECTIVES OF THE STUDY 

1. To identify the reasons for using e-wallet. 

2. To analyze the various purposes for which e-wallet is using and their frequency of usage. 

3. To identify the popular e-wallets among the users. 

4. To understand the problems faced by the users while using e-wallet. 

HYPOTHESES OF THE STUDY 

· H0: There is no significant difference in customer satisfaction among male and female 

users.  

· H1: There is significant difference in customer satisfaction among male and female users.  

RESEARCH METHODOLOGY  

Research Design: The study uses Descriptive and Analytical research design.  

Source of Data: The study is based on primary data collected from e-wallet users.  

Sampling Unit: The sampling units are various users of e-wallet from Ottapalam 

Municipality.  

Sampling Technique: Convenience sampling is used to select samples for data collection.  

Sample Size:60 respondents.  

Data Collection Technique: A questionnaire was developed with the help of literature 

review and Scheduling was done to collect data. 

REVIEW OF LITERATURE  

Dr. HemShwetaRathore (2016) hasconducted a study in Mumbai to understand the 

consumer‟s perception towards the use of Electronic Wallet. The main purpose of the study 

was to find out various factors affecting consumer‟s decision to adopt digital wallet as a 

mode of online payment and the problems associated with such online services. For this 

study, data was collected from 150 smart phone users by the use of structured questionnaire. 

The study used quantitative method ”ANOVA‟ in order to get statistic results from 

respondents. The major findings were that, people use E-wallet due to it‟s ease of use and 

convenience in buying products online, and are satisfied with the services provided to 

them.Dr. S.Manikandan and J.MaryJayakodi(2017) in their research paper “An empirical 
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study on consumers adoption of mobile wallet with special reference to Chennai city” has 

analysed about the factors influencing people in the adoption of mobile wallets. The main 

aim of the study was to explain the application and usage of wallet money endorsed by 

different companies and challenges faced by the users of mobile wallet. In this study, a 

structured questionnaire was prepared to collect data from 150 respondents and the data was 

analysed by using „ANOVA‟method. The main finding of the study was that the mobile 

wallet will alter all other modes of payment in future as it‟s features like brand loyalty, safety 

and security etc. much satisfies the users.Vidhyasree D.V, Yamuna N and Nithyasree 

G(2015) in their research paper “New dynamics in digital payment system” mainly focused 

on Paytm and PayUmoney. The purpose of the study was to measure the impact of use of 

Paytm and PayUmoney and to analyse the problems encountered by its users if any. For this, 

both primary data and secondary data were used. The study shows that people are more aware 

about online payments through mobile applications and the use of Paytm and PayUmoney 

has replaced the net banking system.PawanKalyani(2016) conducted an “Empirical study 

about the awareness of paperless E-currency transactions like E-wallet using ICT in the youth 

of India”. This paper is focusing upon the paperless E-currency transactions that is getting 

popular all over the world. The author in this research paper is trying to explore all the 

possibilities of getting information on the awareness and usage of E-wallet system among 

youth of India. A questionnaire was provided to the respondents of age group 26-35 years to 

collect data. The findings reveal that the practical usability of E-wallet is low, and should be 

increased by adding more value added services to it. G.Kannimozhi and 

K.S.Kamatchi(2017) studied the “Security aspects of mobile based E-wallet” in their 

Research paper. This paper tries to find answer for certain queries related to operational 

procedure of E-wallet, kinds of E-wallet and concluded with the security issues of E-wallet. 

For this purpose, conceptual based and descriptive research methodology was used. The 

study was conducted in Chennai city. The findings indicate that the impact of demonetisation 

has resulted in wide usage of plastic money, leading to cashless economy. To protect the E-

wallet users, digital ID‟s should be provided to specific accounts. So that E-wallets may be 

universally accepted. 

LIMITATIONS OF THE STUDY  

Sample size used for the study is small. Consumer‟s perception changes from time to time 

with the advancement in the technology. The research studies only about the consumer‟s 

perception towards E-wallet and not the merchant‟s perception towards E-wallet as it plays 

an important role in carrying the business operations.  
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ANALYSIS AND INTERPRETATION 

Preference towards e-wallet for completing various transactions 

The study looked at various types of activities the users would prefer to use e-wallet, which 

are shown in the table. Majority of the respondents surveyed prefer using e-wallets for 

recharging purpose (68.33%) followed by bill payment (61.7%) and money transfer (61.7%). 

58.3% and 40% of the respondents prefer using e-wallets for purchasing online and for 

entertainment while 15% of the respondents prefer it for insurance payment. 16.7%  users 

prefer using e-wallet for other activities. 

Table showing preference towards e-wallet for completing various transactions 

Transactions Frequency Percentage 

Purchasing 35 58.3 

Recharging 41 68.3 

Bill Payment 37 61.7 

Money transfer 37 61.7 

Insurance Payment 9 15 

Entertainment 24 40 

Other services 10 16.7 

Total 60 100 

Source: Primary Data 

Reasons for using e-wallet payment services 

The below table indicates the reasons for using e-wallets. For this, mean rank was calculated 

for each variable using the following formula. 

Mean Rank = Sum of rank/ sample size 

Time saving is the main reason for start using e-wallet by the customers.  Convenience and 

ease of use comes the next reason for using e-wallet. Customers also consider instant 

payment facility and security of e-wallets respectively. Affordability of e-wallet used is also 

taken in to consideration while using e-wallet. 

Table showing reasons for using e-wallet payment services 

Reasons Mean Rank 

Time saving 1.917 
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Convenience 2.633 

Ease of use 2.717 

Instant Payment 3.833 

Security 4.517 

Affordability 5.833 

 Source: Primary Data 

Highly used e-wallet among users 

The table shows the highly used e-wallet among the users. A major portion of the respondents 

(55%) are using Paytm for their needs. 11.68% of the respondents uses PhonePe followed by 

State Bank Buddy (8.33%). 5% of them are using Jio and Axis Mobile . Mobikwik, ICICI 

Pockets and Mobile Money are used by 3.33% of the users surveyed. Only 1.67% of the 

respondents use other wallet. 

Table showing highly used e-wallet 

E-wallets Number of users Percentage 

Paytm 33 55 

State Bank Buddy 5 8.33 

Jio 3 5 

Freecharge - - 

PhonePe 7 11.76 

Airtel Money - - 

Axis Mobile 3 5 

Mobikwik 2 3.33 

Chillr 2 3.33 

ICICI Pockets 2 2.33 

State Bank MobiCashEasy - - 

Others 1 1.67 

Mobile Money 2 3.33 

Citrus - - 

Source: Primary Data 

Satisfaction of users towards the usage of e-wallet 
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The table depicts the satisfaction level of users towards various features of e-wallet. For this, 

five point linkerscales is used and the following variables were identified:                                                                                                     

1. Easy and convenient usage  2.Instant payments 

3. Easier and faster online shopping 4.Less transactions cost 

5. Secure and confidential transactions 6.Discounts offered 

7. Benefit transferring 

The responses are scored as 1 for „Strongly Disagree‟, 2 for „Disagree‟, 3 for „Neutral‟, 4 for 

„Agree‟ and 5 for „Strongly Agree‟. The total score of 7 statements for 60 respondents is 

found out. Based on these score, Mean percentile Score was calculated for each statement. 

Out of 60 respondents, 92% feel that it is very easy and convenient in using e-wallet. 76.77% 

users feel that transaction costs are less. They are satisfied with the discounts offered 

(72.67%) and facility of transferring benefits (71.67%) to their friends and relatives.73.33% 

respondents think that secured and confidential transactions are made through e-wallet and 

also instant payments (83.67%) are possible. Majority (82.33%) of them are satisfied with the 

faster online facility provided by the e-wallet service providers. 

Table showing the satisfaction of users towards the usage of e-wallet 

Factors contributing to satisfaction Customer satisfaction 

(Mean percentile Score) 

Easy and convenient usage 92 

Instant payments 83.67 

Easier and faster online shopping 82.33 

Less transactions cost 76.77 

Secure and confidential transactions 73.33 

Discounts offered 72.67 

Benefit transferring 71.67 

Source: Primary Data 

Obstacles faced while using e-wallet 

The table reveals the obstacles faced by the e-wallet users. Five point likertscale is used and 

the variables identified for this purpose are: 

1. Lack of merchant acceptance    2.Poor internet connectivity 

3. Lose of money    4.High data cost 

5. Risk of hacking  
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3.67% of the respondents have come across the problem of poor internet connection while 

using e-wallet and lack of merchant acceptance in certain places. Fear of losing money and 

high cost of data are also faced by some respondents (43.67%). 41% users face the problem 

of risk of hacking. 

Table showing obstacles faced while using e-wallet 

Obstacles  faced Mean percentile Score 

Lack of merchant acceptance 53.67 

Poor internet connectivity 53.3 

Lose of money 43.67 

High data cost 43.67 

Risk of hacking 41 

Source: Primary Data 

FINDINGS  

E-wallet is not much preferred among women. Only 18% females are using E-wallet. 76.7% 

of the users, a major part of population come under age group below 35. Based on 

occupation, majority of the E-wallet users are Employees (53.4%), followed by students 

(20%). Retired persons and others like households do not use E-wallet much (5%). Majority 

of the respondents (43.3%) belong to the monthly income group of”20000 to 

40000”.Majority of the respondents (48.33%) use E-wallet weekly. Only a small portion of 

the population (13.33%) uses E-wallet daily. The respondent‟s awareness about various E-

wallet service providers is high. Majority of the respondents are aware about PayTM (90%) 

followed by State Bank Buddy (41.67%).Most of the respondents use PayTM (55%) followed 

by PhonePe (11.68%) for their transactions. The respondents prefer using E-wallet for 

recharge purpose (68.3%) followed by money transfer (61.7%), bill payment (61.7%) and 

online purchasing (58.3%). Time saving, convenience ease of use, instant payment, security 

and affordability are the major factors which influence most of the respondents to use E-

wallet. A large number of respondents are satisfied with the easy and convenient usage (92%) 

of E-wallet.Most of the respondents are satisfied with the instant payment facility (83.67%), 

security (73.33%), low transaction cost (76.77%) and discounts offered (72.67%) by the E-

wallet companies.Users mostly face the problem of poor internet connection (53.3%) and 

lack of merchant acceptance (53.67%). Some respondents have come across the risk of 

hacking (41%) and high data cost(43.67%).  Some do have the fear of lose of money 

(43.67%).  

TESTING OF HYPOTHESES  

H0: There is no significant difference in customer satisfaction among male and female users.  
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H1: There is significant difference in customer satisfaction among male and female users.  

The hypothesis is tested with t-test. The t value so calculated is -0.257 and table value is 1.96. 

Since the table value is greater than calculated value. The null hypothesis is accepted.  

H0: There is no significant difference in problems faced while using e-wallet among male 

and female users.  

H1: There is significant difference in problems faced while using e-wallet among male and 

female users.  

The validity of hypothesis is tested with t-test. The t value so calculated is –1.7326 and table 

value is 1.96. Since the table value is greater than calculated value. The null hypothesis is 

accepted.  
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