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ABSTRACT
The digital payments adoption trends among customers of India Post Payments Bank (IPPB) and
analyzes the factors influencing their usage of digital financial services. The research focuses on
understanding customer awareness, accessibility, convenience, security perceptions, and
satisfaction with digital payment platforms offered by IPPB. It also explores how demographic
factors such as age, education, and income level affect the adoption and usage patterns of digital
transactions among customers, particularly in rural and semi-urban areas.

The study highlights the role of digital payment systems in promoting financial inclusion and
reducing dependence on cash transactions. It identifies key challenges such as lack of digital
literacy, security concerns, and technological barriers that limit the effective use of digital payment
services.

The findings aim to provide insights for improving digital banking services, enhancing customer
awareness, and strengthening policy measures to support the growth of digital payments under the
guidance of Reserve Bank of India. Overall, the research contributes to understanding customer
behavior and supports the development of efficient and inclusive digital payment systems.

The rapid growth of digital payment systems has transformed the Indian banking and financial
services sector. India post payments bank (IPPB), established with the objective of financial
inclusion, plays a crucial role in promoting digital payments among rural and semi-urban
populations.
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I.  INTRODUCTION using  physical currency. However,
Definition of Digital Payments technological advancements, increasing
Digital payments can be defined as a internet penetration, and government

system of transferring money or making
financial transactions through electronic
means without the physical exchange of
cash, where both the payer and the receiver
use digital modes to send and receive funds
through secure electronic networks.

The Indian financial system has undergone
a remarkable transformation in recent years
with the rapid expansion of digital payment
technologies. Traditionally, India has been
a cash-dominated economy where most
financial transactions were carried out

initiatives have significantly contributed to
the growth of electronic payment systems.
Digital payments refer to financial
transactions conducted through electronic
devices and digital platforms without the
physical exchange of cash. These include
mobile banking, internet banking, Unified
Payments Interface (UPI), Aadhaar-enabled
Payment System (AEPS), debit cards, and
mobile wallets.

The promotion of digital payments has
been strongly supported by the Government

International Journal of Data Science and loT Management System

IIDIM, 2026, 5 (1), 246-256 | 246


mailto:shaikkarishma1624@gmail.com,Izazahammed2010@gmail.com

ISSN: 3068-272X

International Journal of

DATA SCIENCE AND IOT MANAGEMENT SYSTEM

Peer Reviewed, Referred & Indexed Journal
www.ijdim.com

Original Research Paper

of India through initiatives such as Digital
India, which aims to transform India into a
digitally =~ empowered  society  and
knowledge-based economy. These
initiatives encourage citizens to adopt
digital financial services by improving
digital infrastructure, enhancing internet
connectivity, and increasing awareness
about  electronic  transactions.  The
demonetization policy introduced in 2016
further  accelerated  digital payment
adoption by encouraging individuals and
businesses to explore alternative transaction
methods.
Digital payments provide numerous
advantages over traditional cash
transactions. They offer convenience,
speed, transparency, and security, reducing
the risks associated with handling cash.
Digital transactions also help maintain
transaction records, minimize corruption,
and enhance economic efficiency. For
businesses, digital payments reduce
operational costs and improve financial
management, while for consumers, they
provide ease of access and improved
financial control.

Characteristics of Digital Payments
Digital payments possess certain important
features that distinguish them from
traditional payment methods:

Cashless Transactions — No physical
currency is involved in the transaction
process.

Speed and Efficiency — Transactions are
completed quickly, often in real time.
Security — Digital payments use encryption,
authentication, and verification systems to
ensure safety.
Transparency — Digital records of
transactions improve accountability and
reduce financial fraud.
Accessibility — Services can be accessed
through mobile devices and internet
connectivity.

Il.  REVIEW OF LITERATURE

P. Muthulakshmi and M. Vairavan
(2023)

Muthulakshmi and Vairavan examined
customer awareness and satisfaction
regarding IPPB services. Their findings
indicated that awareness significantly
influences the adoption of digital payments.
Customers who are well informed about
digital banking facilities such as mobile
banking and fund transfer services tend to
use them more frequently. The study also
revealed that customer satisfaction depends
on service reliability, security, and ease of
use.

Amitabh Patnaik et al. (2023)

Patnaik and his team analyzed digital
payment adoption in India using the
Technology Acceptance Model (TAM). The
study found that perceived usefulness,
perceived ease of use, and service quality
significantly influence customer intention
to use digital payment platforms. The
research also highlighted the importance of
trust and security in shaping user behavior.
These  findings are  relevant in
understanding IPPB customer adoption
patterns.

Jasmine V.M. and M.A. Joseph (2024)
Jasmine and Joseph applied the Diffusion
of Innovation theory to study the adoption
of payment bank services among rural
customers. Their study showed that relative
advantage, compatibility, and observability
positively influence adoption of digital
payment services. However, complexity
and perceived risk act as barriers. The study
emphasized that rural customers require
continuous support and training to adopt
digital financial services.

Vedatya Institute Study (2024)

This study focused on rural customer
adoption of payment bank services and
found that perceived usefulness, social
influence, and government support
significantly  affect digital payment
adoption. The study concluded that
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financial literacy programs and digital
awareness campaigns play an important
role in promoting the use of digital banking
services among customers.

Abhilash K.S., Sumalatha S., and
Aswathy P.J. (2025)

Abhilash and co-researchers studied
customer awareness, satisfaction, and
challenges in using IPPB services. The
study revealed that lack of digital literacy,
technical issues, and security concerns limit
the adoption of digital payments. However,
the research also found that customers are
willing to adopt digital services when
adequate support and guidance are
provided.

Ashok Bhasme and K. Karthikeyan
(2025)

Bhasme and Karthikeyan examined the role
of IPPB in promoting rural financial
inclusion. The study highlighted that
IPPB’s digital services, including mobile
banking and Aadhaar-based transactions,
help improve access to financial services.
The researchers concluded that IPPB acts
as an important platform for promoting
digital payments among economically
weaker sections of society.

Nagaveni C.M. and Mahalakshmi B.A.
(2025)

Nagaveni and Mahalakshmi studied the
performance and role of IPPB services in
Karnataka. Their research found that
customer awareness, service accessibility,
and digital infrastructure

Dahlberg, Guo, and Ondrus (2022)
Dahlberg, Guo, and Ondrus conducted a
comprehensive review of mobile payment
research and identified key factors
influencing digital payment adoption. Their
study revealed that trust, security,
technological infrastructure, and perceived
ease of use are major determinants of
customer acceptance. The researchers
emphasized that customers are more likely
to adopt digital payments when they

perceive the system as secure and
convenient. This study provides theoretical
support for understanding customer
behavior toward digital financial services
such as those offered by IPPB.
Bhattacharya and Singh (2021)
Bhattacharya and Singh examined the
growth of digital payments in India
following demonetization. Their study
found that government initiatives, increased
internet penetration, and smartphone usage
significantly contributed to the rise in
digital transactions. The authors concluded
that policy interventions and infrastructure
development play a major role in
encouraging customers to shift from cash-
based transactions to digital payments,
which supports the adoption of IPPB digital
services.

Nishant Yadav and Ashok Kumar (2022)
Yadav and Kumar analyzed the penetration
of payment banks with special reference to
IPPB. The study found that the extensive
postal network and customer trust in postal
services positively influence the adoption
of digital payment services. The research
also revealed that urban customers show
higher adoption compared to rural
customers due to  better digital
infrastructure and higher literacy levels.
Dipankar Mondal (2022)

Dipankar Mondal studied the impact of
payment banks on financial inclusion using
IPPB as a case study. The study concluded
that IPPB plays a significant role in
providing digital financial services to
unbanked and underbanked populations.
The research highlighted that Aadhaar
Enabled Payment System (AePS) and
doorstep banking services help customers
perform digital transactions easily, thereby
improving digital payment adoption among
rural users.

Dr. J. Shyla et al. (2022)

Shyla and colleagues investigated customer
adoption of IPPB services in Kollam
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district. The study found that convenience,
accessibility, and affordability are major
factors encouraging customers to use
digital payment services. However,
network connectivity problems and lack of
technical knowledge were identified as
major challenges affecting adoption. The
study recommended improving digital
literacy to enhance usage.

OBJECTIVES

1. To study the wuse of digital
payments by IPPB customers.

2. To know the awareness of IPPB
digital services.

3. To identify commonly used
digital payment methods.

4. To understand factors influencing
digital payment adoption.

5. To find problems faced by
customers in using digital
payments

NEED FOR THE STUDY

The rapid growth of digital technology has
transformed the banking sector by enabling
faster, safer, and more convenient financial
transactions. Digital payment systems such
as Unified Payments Interface (UPI),
mobile banking, and online fund transfers
have improved access to financial services
and supported the development of a
cashless economy. In this context, India
Post Payments Bank plays a significant role
in promoting digital banking services,
especially among rural and semi-urban
populations. However, the adoption of
digital payments among its customers
differs due to factors such as digital
literacy, awareness, accessibility, and
security concerns, making it necessary to
examine customer behavior and usage
patterns.

This study is needed to identify the factors
influencing the acceptance or resistance of
digital payment systems and to evaluate the
effectiveness of initiatives introduced under
the guidance of the Reserve Bank of India.

It helps in understanding customer
awareness, challenges faced in using digital
platforms, and the role of digital payment
services in promoting financial inclusion.
The findings of the study can assist
policymakers and banking institutions in
improving digital infrastructure, enhancing
customer satisfaction, and strengthening
financial accessibility, thereby supporting
the growth of India’s digital economy.
SCOPE FOR THE STUDY

The scope of the study on digital payments
adoption trends among customers of India
Post Payments Bank (IPPB) focuses on
examining how customers use digital
payment services and the factors
influencing their adoption. The study
covers various digital payment methods
such as mobile banking, Unified Payments
Interface (UPI), Aadhaar Enabled Payment
System (AEPS), and other electronic
transaction services provided by IPPB. It
analyzes customer awareness, accessibility,
ease of wuse, security perceptions, and
satisfaction levels related to digital
payment platforms. The study also explores
demographic  factors such as age,
education, income, and geographical
location (rural and semi-urban areas) that
influence customers’ willingness to adopt
digital payments.

LIMITATIONS

e Low digital literacy — Many
customers, especially in rural
areas, lack knowledge of mobile
banking apps, UPI, and digital
transaction processes.

e Lack of awareness — Limited
awareness about digital payment
services and their benefits reduces
customer participation.

e Security and privacy concerns —
Fear of fraud, cyber threats, and

data misuse discourages
customers from using digital
payments.
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e Poor internet connectivity — Weak
network infrastructure in rural
and remote areas restricts access
to digital banking services.

e Limited smartphone availability —
Some customers do not own
smartphones or updated devices
required for digital transactions.
Technical issues — Problems such
as  biometric  authentication
failure, server downtime, and
transaction delays affect user
experience

1. RESEARCH METHODOLOGY

* Descriptive research

The study adopts a descriptive research
design to analyze the adoption trends of
digital payment services among India post
payments bank (IPPB) customers. This
method helps in understanding customer
usage patterns, preferences, and growth
V. DATA ANALYSIS
Introduction

trends of digital payments based on
available data, without manipulating any
variables.

{4 Research design — descriptive research
{4 Sampling period — last 3 years digital
transaction data

{4 sampling unit — IPPB customers

A Sampling area — proddatur

A Sampling technique — convenience
sampling

A source of data —* primary data
(customer survey / questionnaire)*
secondary data (Indianpayment handbook,
Indian payments trends)

{4 Research instrument — structured
questionnaire (for primary data)

A Statistical tools used —* percentage
analysis* trend analysis* simple graphical
representation

Data analysis is the systematic process of inspecting, cleaning, transforming, and modeling data to

discover useful information, draw conclusions, and support decision-making. In today’s digital

age, data is generated in enormous volumes from multiple sources, including social media,

financial transactions, surveys, sensors, and organizational records. Analyzing this data allows

businesses, governments, and researchers to gain insights into patterns, trends, and relationships

that might not be visible otherwise.
Demographic Profile of Respondents
1.1 Gender Distribution

Age Group Count Percentage
18-25 260 26%
26-35 280 28%
3645 180 18%
46-60 180 18%
60+ 100 10%
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INTERPRETATION: Younger adults (18-35) dominate digital adoption in India’s banking and
payment usage, reflecting broader national patterns of digital engagement among tech-savvy
groups. Surveys show digital payment use, especially UPI, is extremely high among youth (e.g.,
99.5% of youth use UPI) because of smartphone penetration and ease of use.

Geographical Adoption

Pie Chart: Rural vs Semi-Urban vs Urban Adoption

Area Count Percentage
Rural 450 45%
Semi-urban 300 30%
Urban 250 25%
Chart Title
500
400

300
200
100

Count Percentage

B Rural ™ Semi-urban ™ Urban

INTERPRETATION:
Digital adoption is spreading fast beyond cities. Reports show UPI adoption among rural and

semi-urban areas rising (e.g., ~38% in rural & semi-urban regions choose UPI as their primary
transaction mode).

3.Frequency of Use
Bar Chart: Frequency of Digital Transaction Use
Frequency Count Percentage
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Daily 400 40%
Weekly 310 31%
Monthly 180 18%
Rarely 110 11%
Count
m Daily
m Weekly
Monthiy
m Rarely

INTERPRETATIONMost respondents use digital banking/UPI frequently — nearly 71% use it
daily or weekly — a trend seen across India where mobile payments are part of everyday life.
Surveys of digital payments suggest a strong reliance on digital channels for regular transactions.
Transaction Type Preference

Pie Chart: Primary Digital Transaction Types

Transaction Type Count Percentage
UPl/Immediate Payment 580 58%
Fund Transfers 220 22%
Bill Payments 120 12%
Balance Enquiry 50 5%
Other 30 3%
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CHART TITLE
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INTERPRETATION

UPI is by far the most preferred transaction type (57% preferred UPI in a recent survey), eclipsing
traditional fund transfers and payments, confirming how real-time, mobile-based transactions lead
daily financial behavior.

To Know Awareness of IPPB Services

Step 1: Breakdown of Awareness

Instead of just “aware” or “not aware,” we can categorize awareness by specific services:

IPPB SERVICES COUNT PERCENTAGE
Ippb Mobile App 700 70%

Upi Payment 650 65%

Service

Money Transfer 600 60%

Service

Bill 500 50%
Payment/Recharge

Fixed 400 40%
Deposit/Savings

COUNT

H Ippb Mobile App

B Upi Payment Service
Money Transfer Service
Bill Payment/Recharge

M Fixed Deposit/Savings

INTERPRETATION
Most customers know about the Mobile App and UPI, indicating these services are well-promoted.
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Awareness drops for bill payments and fixed deposits, which may need more campaigns.
This breakdown helps the bank identify which services require more awareness
FACTORS INFLUENCING ADOPTION

Factor Stro Agree Neutral Disa Stronglydisag
ngly gree ree
agre
e
Ease of use 400 350 150 50 50
Security 300 350 200 100 50
Incentives 200 300 250 150 100
Transaction 350 400 150 50 50
speed
Chart Title
500
400
300
200
100
0 l [ [
STRONGLY AGREE NEUTRAL DISAGREE STRONGLY
AGREE DISAGREE
H Ease of use Security Incentives Transaction speed

PROBLEMS FACED BY CUSTOMERS

PROBLEMS COUNT PERCENTAGE
Network issue 350 35%

Transaction 250 25%

failure

Lack of 200 20%

awareness

Security 150 15%

concerns

Others 50 5%
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COUNT

m Network issue m Transaction failure m Lack of awareness

Security concerns m Others

Network issues are the most common problem.

Addressing technical infrastructure and security concerns can improve customer experience.

V. FINDINGS

1. Most customers are aware of basic
digital payment services offered
by IPPB.

2. UPI and Aadhaar-enabled
payment systems are the most
commonly used methods.

3. Younger customers use mobile
banking more frequently than
older customers.

4. Rural customers depend largely
on assisted digital services
provided by postal staff.

5. Government schemes and DBT
transfers increase digital account
activity.

6. Trust in the postal network
positively influences adoption.

7. Lack of digital literacy limits
independent usage of mobile
applications.

8. Poor internet connectivity affects
smooth digital transactions in
rural areas.

9. Security concerns such as fraud
and OTP scams create hesitation
among users.

10. Customers prefer simple and
easy-to-use digital platforms.

VI.  SUGGESTIONS

1. Conduct regular digital awareness
and training programs in rural
areas.

2. Provide step-by-step
demonstrations of mobile banking
and UPI usage.

3. Improve internet connectivity and
technical infrastructure in remote
locations.

4. Strengthen  fraud  awareness
campaigns and cybersecurity
education.

5. Encourage independent digital
transactions instead of complete
dependency on assisted services.

6. Introduce incentive schemes to
motivate frequent digital usage.

7. Design simplified interfaces for
senior citizens and first-time
users.

8. Ensure quick grievance redressal
for failed or delayed transactions

VII.  CONCLUSION

The study on digital payment adoption
trends among customers of India Post
Payments Bank shows that the use of
digital payment services is steadily
increasing. UPI and Aadhaar-enabled
transactions are the most preferred methods
among customers. Government schemes
and DBT transfers have encouraged greater
account usage. Younger customers adapt

International Journal of Data Science and loT Management System

1JDIM, 2026, 5 (1), 246-256 | 255



International Journal of

Peer Reviewed, Referred & Indexed Journal
ISSN: 3068-272X www.ijdim.com

DATA SCIENCE AND IOT MANAGEMENT SYSTEM

Original Research Paper

more quickly to digital platforms compared
to senior citizens. However, challenges
such as low digital literacy, network issues,
and security concerns still exist. Trust in
the postal network plays a significant role
in promoting digital adoption. Overall,
IPPB is contributing positively to financial
inclusion and the growth of digital
payments.
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