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Abstract

Technological development have impact on all field of sectors. Even in Banking sector the latest technology as and when introduced are
adopted, to upgrade their services provided to customers. Government of India is emphasizing more on the need and importance of a cashless
economy and rely on digitalization. Introducing Jan Dhan Yojana is one of the main reason is to Digitalisation. Fin Tech is one of the latest and
important innovations in banking sector. Fintech provide various services such as payment services, lending loans, crowd funding,
Cryptocurrency and blockchain. It has become popular though out world. Recent studies shows usage of Fin Tech services has tremendous
increase in India. This study focus on Fin Tech payment services. India is one of the fastest adopting fintech services. Therefore there is a need
of more research on fintech services in India. The study mainly focus on customers demographic profile in association to usage of fintech
payment services and purpose of usage of fintech payment services, it also focus on whether customers facing difficulty in usage of Fin Tech
services. The area of study has been selected Karwar region of Uttar Kannada District. In this region study is very limited. Therefore study on
usage of Fintech services in Karwar region was needed. Data collected from 120 respondents.
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1. Introduction

Advent of Smart phone and fast Internet facility has changed
the scenario in all technical driven sectors. Banking sectors
utilized the latest technology in providing their customers all
financial services digitally. Fast development in technology
has slowly shifted internet banking to mobile banking.

Fintech is a financial technology to upgrade the services. It
refers to the use of technology to upgrade and automate the
design and delivery of financial services. It is an emerging
concept in banking industry. It has led to changes in Indian
finance system. Low budget smart phones and easily access
internet facility along with innovative products and services
offered by banks to their customers have made customers to
shift easily from traditional banking into digital banking.
Fintech provide banking services such as deposits, making
payments, money transfer and collection. There is also
lending money facility provided by fintech companies. It
provide banking services to both individual as well as
business. The fintech provides digital transactions which are
more secure for customers. In India fintech services are
growing fast. Customers are adopting fintech services due to
its highly convenient mode, fast transactions, and more
efficient.

Covid-19 pandemic situation has forced customers to accept
and adopt Fintech services. As the situation was such that
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throughout the world people were in great pandemic situation
where freely moving around was restricted. This influenced
customers to use latest technology to avail banking services
without visiting banks. This was great opportunity to banks
also for the financial inclusion of fintech services with
introduction of various innovative products and services.
Even though consumers were in use of online banking but still
many of them were not in use of Fin Tech services. But
COVID-19 pandemic situation has made customers to look
into more convenient alternative than branch banking or
online banking. This situation led them to use Fin Tech
services. Not only the existing users increased their usage but
also new users has increased tremendously (Divya M P 2021)
[22]

In India, fintech banking services are encouraged by
government through various initiatives such as Jan Dhan
Yojana, Aadhaar linked services and the emergence of UPI
system which provide a good foundation to boost financial
inclusion (https://www.financialexpress.com). India is one of
the fastest growing Fintech markets in the world. Initiative
programmes to familiarize Fintech services are conducted not
only in urban areas but also significant steps have been taken
by the government to increase usage of fintech among rural
areas. Fintech Adoption rate among Indians are high
according to report.
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The current study is done in Karwar region of Uttar Kannada
district. The study has been conducted mainly to study the
perception, adoption and usage of technology-based financial
services by the customers in this region. And also to study
whether demographic profile of respondents have impact on
adoption of fintech payment services.

Limitation of Study

Due to time constraint this research was restricted to sample
size of 120 Fintech users in Karwar region of Uttar Kannada
District. This study was conducted only on selected bank
customers such as SBI, Canara bank, Syndicate and Union
Bank of India.

2. Objectives
i). To analyse the usage of FinTech services by bank
customers in the area of the study.
ii). To examine the perception towards Fintech services.
iii). To analyse the adoption of FinTech services among
customers in association with different demographic
profile.
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iv). To ascertain the purpose for which Fin Tech services
used and difficulties faced by the customers while
using this technology-based financial services.

3. Research Methodology

The research is empirical in nature which is based on primary
data. Primary data collected with the help of structured
questionnaire and also through personal interview. Secondary
data are also collected from various websites, reports and
journals.

Sample size: The sample size includes 120 respondents who
are the customers of SBI, Canara Bank, Syndicate Bank and
Union Bank of India of Karwar region.

Sampling technique: Convenience sampling method has
followed.

Data analysis technique: Data is analysed using percentage
method.

Area of the study: The area of the study covers Karwar region
of Uttar kannada District, Karnataka. For the purpose of
collecting the data, the customers of a Canara bank, Union
Bank of India, Syndicate Bank and State Bank of India are
selected.

Table 1: Demographic Profile of Respondents

Demographic Characteristics Frequency Percentage
Male 57 47.5
Gender Female 63 52.5
Total 120 100
18- 28 35 29.2
29 -38 35 29.2
Age 39-50 26 21.6
Above 50 24 20
Total 120 100
Upto SSLC 18 15
P.U.C 25 20.8
Educational Level Graduates 42 35
Post Graduates 35 29.2
Total 120 100
Agriculturists 17 14.2
Business Men 20 16.7
Govt. Employee 30 25
Occupation Private Employee 18 15
Students 25 20.8
Housewife 10 8.3
Total 120 100
Less than 25000 35 29.2
25001 - 50000 25 20.8
Monthly Income 50001 -100000 33 27.5
Above 100000 27 22.5
Total 120 100

Source: survey data

Table 1 shows that the percentage of male and female
respondents is 47.5 and 52.5 percent where female
respondents are more compare to male. Educational
qualification of most of the respondents that is 35 percent is
graduation. It is also revealed from the table that most of the
respondents are Government employees, businessmen,
Students and private employees. With regard to the monthly
income of the respondents, it is seen that 50 percent of the

respondents belong to the income group up to T 50,000
followed by almost 27.5% respondents with annual income
ranging from X 50,000-% 100,000 and 22.5% of the
respondents belong to the income category above X 100,000.

4. Data Analysis and Interpretation
Demographic Characteristics

Services
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FinTech service usage is influenced by demographic
characteristics. This part aims to find out the relationship
between demographic characteristics of sample respondents
and adoption of FinTech services. In relation to objective
number three, the following hypotheses have been formed.

To find out there is no association between demographic
profile of respondents in usage of Fintech services.

H1: There is no association with gender and adoption of
Fintech services.

H2: There is no association with age and adoption of Fintech
services

H3: There is no association with Educational Level and
adoption of Fintech services

H4: There is no association with Occupation and adoption of
Fintech services

HS5: There is no association with Income level and adoption
of Fintech services

Hi: There is no association between gender and adoption of
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with 58.1 percent of female respondents (Table 2). Even
though not much difference in usage of Fin Tech services in
association with gender, study find that the adoption of
FinTech services is found slightly more among male.

H,: There is no association between age and adoption of
FinTech services.

Table 3: Age and Adoption of FinTech services

Age Never | Rarely | Sometimes | Often |Frequently
(%) (%) (%) (%) (%)
18 -28 7 11.4 6.2 48 274
29 -38 10.4 15 12.1 40.2 223
39-50 19.8 204 13.6 282 18
Above 50 20.2 26.5 29 12.8 11.5

Source: survey data

FinTech services.

Table 2: Gender and Adoption of Fin Tech services

Gender Never | Rarely | Sometimes | Often | Frequently
(%) (%) (%) (%) (%)
Male 12.8 14.2 13.4 335 271
Female| 10.6 20.3 11.0 38.1 20

Source: survey data

While examining the association between gender and the
adoption of FinTech services, it is found that 60.6 percent of
male respondents regularly use FinTech services as compared

It is found that 76 percent of the respondents belonging to the
age group 18-28 years and 62.5 percent of the respondents
belonging to the age group 29-39 years those who are using
FinTech services regularly. whereas only 46.2 percent of the
respondents in the age group of 39-50 years and 24.3 percent
of the respondents in the age group above 50 years are regular
users of FinTech services (see Table 3). Thus, the use of
technology-based financial services is mainly the younger
generation. Therefore the adoption of FinTech services is
associated with age of customers.

H3: There is no association between income and adoption of
FinTech services

Table 4: Income and Adoption of FinTech services

Income Never (%) Rarely (%) Sometimes (%) Often (%) Frequently (%)
Less than Rs.25000 12.1 15.2 18.7 33 21
25001-50000 7.5 14.8 28.2 37.5 13
50001-100000 5.4 12.4 34.6 31.2 16
Above 100000 17.1 20.5 22 21 19

Source: survey data

While examining the relationship between income and
adoption of FinTech services, there no association between
the income of the respondents and the adoption of
technology-based financial services. Thus, the adoption of
FinTech services does not depend on the income of the
customers. It is also observed that 54 percent of the
respondents belonging to the income group less than ¥ 25000

are regular users of FinTech services whereas 50.5 percent of
the respondents in the income group % 25000 to X 50000. 47.2
percent of the respondents in the income group X 50000 to
100000 and 40 percent of the respondents in the income group
above % 100000.

Hs: There is no association between occupation and adoption
of FinTech services

Table 5: Educational Qualification and Adoption of FinTech services

Educational Qualification Never (%) Rarely (%) Sometimes (%) Often (%) Frequently (%)
Up-to SSLC 35.1 22.8 10.5 19.4 12.1
P.U.C 232 20 16.3 24.8 16.7
Graduate 15.0 14.6 10 393 21.1
Post Graduate 11 10.4 15.2 40.4 23

Source: survey data

There is also a positive relation observed between educational
qualification and adoption of FinTech services. It is also
observed that 63.4.2 percent postgraduates, 61.4 percent of
graduates are regular users of Fin Tech services. 50.5
respondents with qualification up to P.U.C and 41.5 percent
respondents with educational qualification up to SSLC are

using FinTech services regularly. From the analysis, it can be
seen that the usage of FinTech services is more among
graduates and postgraduates.

H: There is no association with Occupation and adoption of
Fintech services
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Table 6: Occupation and Adoption of FinTech services
Occupation Never (%) Rarely (%) Sometimes (%) Often (%) Frequently (%)

Agriculturists 67.9 21 11.1 0 0

Business Men 33 8 19.3 532 16.2
Govt. Employee 23 12 20 25 20
Private Employee 10.1 114 16.5 35 27

Students 12.6 13 272 31.1 16.1
Housewife 69.3 17.1 6.4 52 2

Source: survey data

While determining the frequency of usage of FinTech services
among the respondents with different occupation, it is found
that 69.4 percent business men and 62 percent of Private
Employees frequents used Fin Tech services. 45 percent
Government employees and 47.2 percent of students regularly
use FinTech services. However, it is also observed that
agriculturist and housewives are not much attracted toward
adopting Fin Tech services. The study shows 21 percent
agriculturists and 17.1 percent housewives rarely use FinTech
services.

Table 7: Purpose for which Fin Tech services are used

Variables Frequency
Check account balance 35
Fund transfer 28
Bill payment 96
Deposits 16
Shopping 65
Mobile recharge 75

Source: survey data

Table 6 shows that the Majority 96% of respondents use
Mobile Banking for making bill payment, 75% of respondents
used to recharge mobile, 65% of respondents use for
shopping, 38% of respondents to transfer fund, 35% of them
to check account balance, and 16% of them to make deposits.

Frequency

m Check account balance
® Fund transfer
Bill payment
Depaosits
m Shopping
B Mobile recharge

Source: survey data

Fig 1: Showing the Purpose for which Fin Tech services used

Table 8: Difficulty in using Mobile Banking

Variables Frequency Percentage
Very simple 24 20%
Simple 68 56.7%
Moderate 13 10.8%
Difficult 15 12.5%
Extreme difficult 0 0%

Source: survey data

Table 7 shows 48% of respondents feels simple in using
Mobile Banking, 30% of them feels moderate in using Mobile
Banking and 0% of them feels extreme difficult.

Frequency

M Very simple

m Simple
Moderate
Difficult

B Extreme difficult

Source: survey data

Fig 2: Difficulty in using Fin Tech services

5. Findings

). Study shows gender is not associated with usage of Fin
Tech services. Majority of respondents that is 48%
agreed Fin Tech services are convenient, fast and easy to
use. Older generation perceived that usage of fin tech
services are unsecured, difficult in usage and lack of trust
on these services whereas younger generation are
confident and feel easy to operate. Graduates and post
graduates perceived usage of this service are more
convenient and secured compared to others. This shows
due to lack of education other respondents feeling
unsecure of using fin tech services.

if). Study also reveals that Government employees, private
employees, Business people and students are regular
users of fin tech services compared to housewives and
agriculturists. When considered to age of respondents
younger generation are more in usage of fin Tech
services but respondents above 50 like to use traditional
banking due to lack of trust.

iii). Majority of respondents use Fin Tech services for making
payments compared to very low usage for deposits. It is
found in the study that due to lack of trust and security
problems older generation have found low usage of these
services.

iv). Difficulties faced during usage of Fin Tech services
found in study is low as majority of respondents agreed it
is simple to use Fin Tech services.

6. Suggestions

There is need of more awareness programme of usage of Fin
Tech services among older generation and make them to
understand about how convenient and safe to use it.
Agriculturist and house wives are to be more educated on
usage of Fin Tech services for making easy payments instead
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cash transactions. Banks should reduce transaction charges to
encourage more usage of this service. They should develop
enhanced security in transactions so that people can use Fin
Tech services without fear. They have to introduce preferred
language of customers while operating Fin Tech services
which makes them more convenient to operate it.

7. Conclusion

Fintech are most convenient mode of banking, which allows
customers to conduct cashless transaction. Youths are more
effective ways to reach digitalization but as they are more
compatible with wusing smartphone with the latest
technology. Trust is very important to attract all group of
customers. Therefore by providing high security to customer
will increase in usage of this service. Banks can achieve this
with support of government and other NGOs to popularize
Fin Tech services. Along with that even rural areas are to be
reached so that Fin Tech usage is increased through which we
can achieve more cashless banking.

References

1. Aithal P. "Realization of Ideal Banking Concept using
Ubiquitous Banking". International Journal of Case
Studies in Business, IT, and Education (IJCSBE). 2020;
1(2):119-135.

2. O' Connel, B. Australian banking on the Internet-Fact or
fiction? The Australian'. Banker. JIBC. 1996; 12(3):212-
214.

3. Sathye M. 'Adoption of Internet banking by Australian
consumers: An empirical investigation'. International
Journal of Bank Marketing. 1999; 7(17):324-334.

4. Pikkarainen TK. 'Consumer acceptance of online
banking: An extension of the technology acceptance
model'. Internet Research. 2004; 14(3):224-235.

5. Bhatt A, BS. 'Factors Affecting Customer’s Adoption of
Mobile Banking Services'. Journal of Internet Banking &
Commerce. 2016; 11:21:161.

6. Mathew MSM. 'Perceptions and Intentions of Customers
towards Mobile Banking Adoption'. Journal of
Contemporary Management Research. 2014; 8:83-101.

7. Chen C. "Perceived risk, usage frequency of mobile
banking services", Managing Service Quality. An
International Journal. 2013; 23(5):410-436.

8. Rahim MK. 'Secure SMS Mobile Transaction with peer
authentication design for Mobile Government'. American
journal of engineering research(AJER). 2015; 4(11):143-
149.

9. S, DV. 'Mobile Business Technology and Business
Proliferation of Banks-A futuristic Approach'. Amity
Business Review. 2009; 10(1):9-25.

10. Stewart BL. ‘“The Diffusion of Online Banking’. Journal
of Marketing Management. 2003; 19(10):1087-1109.

11. B, J. 'Strengthening Indian Banking and Finance:
Progress and Prospects’. IBA Bulletin. 2003; 25(3):5-14.

12. Q, NN. 'Consumer attitudes, system's characteristics and
Internet Banking adoption in Malaysia'. Management
Research News. 2006; 29:16-27.

13. P, DA. 'A Review on Opportunities and Challenges for
Mobile Business Activities in India'. International Journal
of Management, IT, and Engineering (IJMIE). 2016;
6(1):124-148.

14. S, DA. 'Factors Affecting Banker's Perspective on Mobile
Banking'. International Journal of Management, IT, and
Engineering (IJMIE). 2015; 5(7):28-38.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

<187>

https://academicjournal.ijraw.com

Singh S. 'Customer Perception of Mobile Banking: An
Empirical Study in National Capital Region Delhi'.
Journal of Internet Banking and Commerce. 2014;
19(3):1-22.

Vashisht AK. 'Commercial Banking in the Globalized
Environment'. Political Economy Journal of India. 2004;
13(1 & 2):1-11.

Jain JA. ‘Customer Satisfaction in Retail Banking
Services’. Journal of Business. 2006; 1(12):95-102.
Gandhi A.' Enhancing the Performance of Banking
Operations through Appropriate Information Technology
in Nigerian Banking Industry'. Spectrum books. 2017;
1:63-78.

Dr. Varambally, Aithal P. 'Customer Perspective on
Online Mobile Banking in India-An Empirical Study'.
IIMIE. 2015; 5:77-97.

C, NK. 'Banking on Technology to Meet 21st Century
Challenges’. Contributions. Banknet India. 2006; 11:6-11.
B, J. ‘Strengthening Indian Banking and Finance:
Progress and Prospects’. IBA Bulletin. 2003; 25(3):5-14.
Divya MP, Dr. Hebbar CK. A case study on youth
perception toward Mobile banking usage with reference
to students of Mangalore city. LJMR. 2021; 7(5):276-280.
Divya MP, Dr. Hebbar CK. A case study on "Mobile
Banking is a Boon to Banking customers during the
COVID-19 Pandemic situation" with special reference to
SBI customers of Mangalore city. EPRA. 2021; 8(4):8-
12.

Divya MP, Dr. Hebbar CK. Adoption and Challenges in
usage of Mobile Banking: A Literature Review. IJAEM.
2021; 3(12):513-526


https://academicjournal.ijraw.com/

