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Abstract: Mobile banking can be explained as a channel over which the customers interact 

with a bank using a mobile phone; apparently this can be any digital assistant of any form. 

Mobile banking assists an individual to perform transactions from remote places and even 

know account details at a very low cost. Going a step forward, UPI and mobile payments 

also allow the individual to perform same task using a mobile phone, any time anywhere. In 

the present times mobile payments and adoption of the same are very common in urban 

and semi-urban areas, but still there are some issues related to the usage and adoption of 

the same by a number of users. This present study will try to find out the gaps and analyse 

the situation with a sample of 200 respondents from government housing societies of 

Bangalore City. This study is based on primary data and uses one way ANOVA to analyse 

the data. Findings of the study will certainly add to the ongoing studies and future 

researchers. 
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1. INTRODUCTION 

 

In the present times, technology is the way of life and one cannot perceive a day without the 

same i.e. from waking up in the morning to going to bed in the night a common man is 

making the use of technology in number of ways i.e. using mobile phones, watching 

television, sharing mails and messages, clicking pictures, recording videos, sharing ideas 

online, etc. in all this process internet plays a vital role. As a matter of fact internet and 

telecom sector are going hand in hand to cater the public at large and making life easier. The 

diffusion of technology in telecom sector had shrink the world and brought the same at the 

palm of individual, this becomes even more important for the developing country like India. 

As per the reports of TRAI (2019) there were 190 million subscribers in 2019 and in a span 

of one year the same increased to 1100 million. Improved communication, better sharing of 

ideas and views; selling and buying had also changed platform i.e. people and companies are 

using online platforms to buy and sell their products. In lieu of the same payments are also 
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changing avenues i.e. people are moving forward to online payments and even to mobile 

payments. At the initial level payment were made by using banking application preceded by 

net banking and related modes; gradually it shifted to mobile banking and UPI payments. [4], 

[7], [11] Today people are everything other than time, they don’t even want to visit market 

for purchasing and don’t want to wait for logging in to bank websites for making online 

payments, and everything is just a click away. It’s not long when mobile banking is being 

launched and the same has gained popularity in a short span of time, today we can buy a Rs. 

10/- chocolate by making payment from our mobile phone. Being supported by basic banking 

system of the country mobile wallets are gaining popularity at a rapid pace. [12], [14], [6] 

 

Mobile banking can be explained as a channel over which the customers interacts with a bank 

using a mobile phone, apparently this can be any digital assistant of any form. Mobile 

banking assists an individual to perform transactions from remote places and even know 

account details at a very low cost. Going a step forward, UPI and mobile payments also allow 

the individual to perform same task using a mobile phone, any time anywhere. It is not the 

benefit of customers but the banks also get befitted by the same i.e. the operational costs are 

reduced, services became superior, productivity is enhanced, etc. apparently these services 

are being provided at no extra cost and effort. The future of mobile banking and UPI 

platforms is bright in the country as because the high population size, increasing number of 

internet users, government efforts of financial inclusion and convenient availability of mobile 

phones. 

 

Mobile, computer, desktop, tablets, etc. are more of a use when they have internet connection 

and with internet connection comes the threat of cyber-attack; associating the same with 

hacking of mobile phones, bank accounts, cloning, false transactions, etc. are also increasing 

with every passing day. These threats are also becoming fiercer with the increasing 

competition of mobile wallets, like Gpay, Phonepe, Paytm, Mobikwick, etc. with this 

increasing number of mobile payment wallets, subscribers of the same are also increasing 

with a rapid pace, out of these user many of them are not aware of the associated threats, like 

phishing, hacking of accounts, leakage of confidential information, etc. at times people 

become aware of the same at the later stage as they do not care about the same while pressing 

security codes, opening screening locks, taking help of unknown people for making 

payments. [20], [14], [11] 

 

In a country like India where more than 60% of the population belongs to rural areas and in 

the rural or semi urban areas of the country there are a number of issues like low financial 

inclusion, less connectivity of internet, and low popularity of related technological means and 

even perceived threat of online fraud; this can be said that the above said section of the 

society has not yet completely adopted the service of mobile payments. [15] On the other 

hand slow pace of mobile banking services dissemination is another challenge, as it is not 

uniform across different sections of the society and this is even decreasing in some areas of 

the country. As per the different studies almost 50% of the mobile users are not having active 

bank accounts. Such a situation calls for the evaluation of social and cultural environment 

related to acceptance of mobile banking by the users. Also the inferior quality of service and 

deficient technology had created a number of hurdles in the way. Such a situation should 

attract the attention of stakeholders and responsible agencies to motivate the customers and 
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assure their security in the process. This present study tries to evaluate the above said issues 

and emphasizes on the need and importance of cashless or digital economy. [13], [19] As per 

the opinion of researcher mobile banking is more popular than its associated challenges, 

banks are increasingly waking up to the opportunities of anytime, anywhere banking and 

making the dream of financial inclusion of the Government of India a reality. 

 

To get the in depth feel of the topic the researcher had gone through the trail of secondary 

data and found some of the gaps like variation in demand and supply of mobile banking 

facilities and diversity of the same in a multicultural country like India. [29], [30] Then most 

of the past studies had not presented a detailed model that can explain the intention of 

customers for the adoption of mobile banking and finally the acceptance of mobile banking 

by the people and features of online banking. Second, the existing literature does not provide 

a comprehensive model explaining the customers’ intention of mobile banking adoption, 

especially in the context of a developing country. Third, the studies focusing on customer 

acceptance of mobile banking are relatively uncommon, as most relevant studies focus on 

mobile commerce and online banking. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Source: Statista Digital Market Outlook, 2021 

Figure 1: Mobile Payment Volume till 2021 

 

The data established in figure 1, the average growth rate of mobile payments is given from 

2015 to 2021, figures state that from 2015 to 2017 growth of mobile payments in the country 

increased by 500% and in the preceding years same increased at the rate of 100% per annum 

till 2020 and in 2021 the growth rate was less than 25%. As a matter of fact this data is only 

for the valuation of mobile payments and not for the growth of users. The total value 

(growth) of mobile payments got saturated by 2021, there are a number of reasons for the 

same like less acceptance of mobile payments in the country, less knowledge of mobile 

payments and even mobile technology, slow growth of financial inclusion in the country, and 

many other reason like the same. No doubt the value of mobile payments had increased in the 
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country but the users of the same are increasing at a very slow pace. 

This present study will evaluate the scenario in broad terms i.e. focussing on the acceptance 

of mobile payments and adoption of the same by selected set of respondents from the city of 

Bangalore City. 

Literature Review 

Shem et al (2017) stated that in the developed countries, there was a vast expansion in the 

respective provisions of mobile payments and the associated financial services, more or less 

71% of the global population considers mobile phones as an essential device for routine life. 

On the other hand only 46% of the above said population is using the feature of mobile 

payments. The researcher found that the respective financial inclusion policies are 

responsible for the same to a certain extent. Then it was also found that the mobile payment 

technology is becoming popular among the low income group but in the rural and semi-urban 

areas people are more connected to the physical banking. It was suggested that the policies of 

the financial inclusion may be revised to enhance this paperless payment system. 

 

Fall et al. (2018), the researchers elaborated the process of mobile payment and mobile 

banking. As per the study, it is process involving three steps i.e. gathering technology of the 

process, adoption of the technology and making use of the technology. The modes of usage 

are different and even the people using the same are having different consideration about the 

technology. The researcher stated that there is a gap between understanding the technology 

and using the same i.e. time laps is considerable for the promoters of technology and people 

using the same. The researchers stated that having a mobile payment app in a person’s mobile 

phone does not mean that the person is going to use it for making regular payment, even 

though the environment is supporting such a process. 

 

Weill et al (2019) the researchers studies the demographic components as the deciding 

factors for the adoption of mobile banking and usage of the same. The researcher took the 

example of China where males are the major users of net banking and mobile payments. Then 

on the other hand respective level of education is not the basic parameter for adoption and 

usage of mobile payments. Considering both males and females most of the users of mobile 

payments were above the age of 40 years and belong to middle income group i.e. 40k-60k. 

From business community, small business owners use to prefer the mode of mobile 

payments. 

 

Zins et al (2019) this study was based on the comparison of males and females for the usage 

and adoption of mobile payments. The findings of the study stated that males use to prefer the 

mobile payments as compared to females, the basic parameters of differentiation were age, 

income group and geographical location. The difference was moderate but the number of 

male users was high. Then the researcher also stated that males were more familiar mobile 

payments as compared to females. 

 

Singh et al (2020) stated that the financial inclusion policies of government had increased the 

number of bank accounts in the rural areas of the country and even the usage of smart phones 

has increased in the rural areas. This increasing number of mobile cannot be considered as a 
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proof of increase in adoption and usage of mobile payments. Still people consider the mobile 

payments as a complementary service and are not familiar with the same. In rural areas 

people still feel the threat of loss money and hacking. Financial literacy is another 

shortcoming in the process. 

 

On the basis of above discussion to can be stated that the mobile banking is service to 

exchange money or to transfer money to other members of their network, such as family 

members or business partners who do not have a bank account. Having an m-banking account 

allows individuals with regular bank accounts to access a new network of relationships. 

Notably, even passive users benefit from m-banking because they can take advantage of 

promotions (from the mobile operator) or transfer and receive funds with other people in the 

same network at a very low cost. They can also receive micro-transfers of phone credits from 

family or friends belonging to the same m-banking/payment network. 

 

Objective 

The main objective of the study is to evaluate the perception of people regarding adoption 

and usage of mobile payments and the issues related to the same. 

 

Hypothesis 

H0: Demographic factors are having significant influence on the usage and adoption of 

mobile payment. 

H1: Demographic factors are not having significant influence on the usage and adoption 

of mobile payment. 

 

2. RESEARCH METHODOLOGY 

 

Data  

Scenario of this present study calls for usage of primary data i.e. the researcher had 

considered exploratory research format to evaluate the scenario at the first hand. Then the 

researcher had also used secondary data to learn about the concept of mobile payment and 

adoption of the same; also the secondary data was used to frame the objective and hypothesis 

of this present study. Sources of data are as follows: 

Primary Data: Collected using detailed questionnaire from selected set of respondents. 

 

Secondary Data: Newspaper articles, research papers from the journals of national and 

international repute, government reports on the said topic, reports from freelance agencies 

and many other such avenues. 

 

Sample size and Time Period 

The researcher had considered 200 respondents from 5 government housing societies in 

Bangalore City, the total population of the mobile users was 2000 (based on gender, 

occupation and age) and the researcher had considered 10% as a fair sample of this 

population. [17], [18] 

The time period of this present study was July 2022 to September 2022. 
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Tools of analysis 

Descriptive Statistics: Mean, standard deviation, percentage, etc. Inferential Statistics: 

ANOVA (One Way) 

 

Platform for Data Analysis 

-   SPSS Ver. 28.0 

Data Analysis and Interpretation 

Demographic Profile of Respondents 

 

Measure Category Number of Respondents Percentage* 

Gender Male 135 67.5 

 Female 65 32.5 

Age 18–30 Years 95 47.5 

 31–40 Years 40 20 

 40 Years and Above 65 32.5 

    Qualificati on Postgraduate 56 28 

 Graduate 90 45 

 10+2 54 27 

Marital Status Married 128 64 

 Unmarried 72 36 

*Percentages are calculated by considering 200 as total sample size. 

 

Result of One way Anova 

 

On the Basis of Age F Sign. 

Innovativeness of the application attracts for making payments 3.441 3.793 

My personal intention is to save time and effort 2.119 3.107 

Payments are easy as the applications provide ease of usage 1.712 2.449 

At times there are perceived threats of security 2.337 2.991 

Sometimes payment apps are used to maintain social influence .684 .582 

Rewards for making payments attracts me 2.337 2.829 

Associated services of the apps are added advantage 1.582 2.991 
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On the Basis of Gender   

Innovativeness of the application attracts for making payments 1.771 2.682 

My personal intention is to save time and effort 1.312 1.083 

Payments are easy as the applications provide ease of usage 1.332 2.552 

At times there are perceived threats of security 2.684 3.541 

Sometimes payment apps are used to maintain social influence 1.432 .675 

Rewards for making payments attracts me 2.651 1.982 

Associated services of the apps are added advantage 2.109 3.822 

On the Basis of Education   

Innovativeness of the application attracts for making payments 1.776 2.581 

My personal intention is to save time and effort 2.673 3.543 

Payments are easy as the applications provide ease of usage 3.632 2.901 

At times there are perceived threats of security 4.180 4.662 

Sometimes payment apps are used to maintain social influence .484 2.510 

Rewards for making payments attracts me 2.177 2.763 

Associated services of the apps are added advantage 3.652 2.171 

On the Basis of Income   

Innovativeness of the application attracts for making payments 2.671 3.321 

My personal intention is to save time and effort 2.544 1.273 

Payments are easy as the applications provide ease of usage 6.562 7.910 

At times there are perceived threats of security 5.761 4.652 

Sometimes payment apps are used to maintain social influence 2.318 2.480 

Rewards for making payments attracts me 1.842 2.562 

Associated services of the apps are added advantage 1.821 2.409 

Interpretation 

As can be seen from the above given table, in most of the cases the ‘Sign.’ value is more than 

the ‘F’ value. This is an indication that most of the respondents were agreed to the point in 

question i.e. the level of variation less in the responses of sample units. The decision rule of 

the ANOVA test states that if the ‘Sgin.’ value is more than the ‘F’ value then the respective 

hypothesis is accepted or else rejected. The detailed analysis of ANOVA results are given 

below. 
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On the basis of age there is some variation in case of ‘social influence’ i.e. people from 

higher age group did not consider social influence as a basic parameter of using mobile 

payment apps i.e. they use them for other related purposes. The variation in responses is 

found because of the respondents from lower age groups i.e. from 18 years to 35 years or 

from the respondents using such apps for the first time. 

Then on the basis of gender, in case of males there is minimum variation in the results, but 

some amount of variation is found in the responses from female respondents i.e. the females 

who are not working and with less education/awareness. Like in case of ‘personal intention’ 

and ‘rewards’ the results are negative i.e. variation is high. Though in rest of the cases 

variation was same for both the male and female respondents. It can be stated that most of the 

respondents were agreed to the point in question. 

On the basis of education, respondents who are less educated show some amount of variation 

as compared to the graduates or post graduates. This shows as the income of the person 

increases level of awareness and understanding also increases and he same has been reflected 

in the results shown above. Then on the other hand some amount of variation was found in 

the results between males and females i.e. even less educated males were positive for the 

mobile payments as compared to more educated females. 

Amount of income is a deciding factor for a number of things in routine life, here it is 

important to mention that some of the respondents (male and female both) were not having 

android phones but they were found to be aware of the mobile payment apps i.e. due to low 

income they were not able to have android phones. For rest of the respondents ‘security’ is 

one feature that is highly considerable for the respondents. As a matter of fact this threat of 

security is common for all the respondents using mobile payment apps. 

 

3. RESULT 

 

On the basis of above given analysis and interpretation it is clear that in the present times 

adoption and usage of mobile payments is becoming very common, for every small purchase 

people are using mobile payment apps and we can find that from road side vendors to big 

showrooms people are frequently using mobile payments. Analysis also states that some 

amount of variation is found on the basis of demographic factors in terms of security and 

usage. Hence the null hypothesis ‘Demographic factors are having significant influence on 

the usage and adoption of mobile payment.’ can be accepted and the alternate hypothesis can 

be rejected. 

 

4. CONCLUSION 

 

Usage and adoption of mobile payments is becoming very common these days, people are 

having more than one payment app in their mobile phones, most common are G-Pay, 

Phonepe and Paytm. Today we can find that people around us did not carry much cash with 

them i.e. they prefer to use mobile apps for the same, but this system is more considerate in 

the urban areas only and in the rural or semi-urban areas people are not using or adopting 

mobile payments frequently this can be result of different demographic factors and policies of 

the government regarding financial inclusion and financial literacy, also threat of security and 
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possession of android phone can be some other reasons. Researcher also found that in the 

urban areas there is some variation in the usage and adoption of mobile payments on the basis 

of gender and income. 
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