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Abstract 

Digital payment systems have emerged as a transformative force in the banking industry, significantly changing the 

manner in which financial transactions are conducted. The increasing adoption of mobile banking, internet banking, 

Unified Payments Interface (UPI), digital wallets, and contactless payment technologies has improved transaction speed, 

customer convenience, operational efficiency, and financial inclusion. This analytical study examines the impact of digital 

payment systems on banking services using statistical techniques including descriptive statistics, correlation analysis, and 

one-way ANOVA. A sample of 200 banking customers was considered to evaluate customer preferences, satisfaction 

levels, and factors influencing digital payment adoption. The findings indicate that digital payment systems positively 

influence customer satisfaction and banking service quality. UPI emerged as the most preferred digital payment method, 

while transaction speed and convenience were identified as major contributors to banking transformation. The study 

concludes that digital payment technologies are playing a crucial role in modernizing banking services and supporting the 

transition toward a cashless economy. 
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1. Introduction 

The banking sector has undergone remarkable transformation during the past decade due to technological advancements 

and digital innovation. Traditional banking systems were largely dependent on physical branch visits, paper-based 

documentation, and cash transactions. However, the rapid growth of information technology and internet connectivity has 

facilitated the emergence of digital payment systems, which have fundamentally changed banking operations and customer 

interactions. Digital payment systems refer to electronic methods of transferring funds without the use of physical cash. 

These systems include mobile banking, internet banking, digital wallets, Unified Payments Interface (UPI), debit and 

credit card payments, and contactless payment technologies. The adoption of these payment methods has increased 

significantly due to the widespread availability of smartphones, internet services, and government initiatives promoting 

digital transactions (Shaikh & Karjaluoto, 2015). The introduction of UPI in India has particularly revolutionized the 

payment ecosystem by enabling instant and secure bank-to-bank transfers through mobile applications. Similarly, digital 

wallets and mobile banking services have improved customer convenience by allowing users to perform financial 

transactions anytime and anywhere. These innovations have reduced dependency on traditional banking channels while 

improving customer engagement and satisfaction. 

Digital payment systems offer numerous advantages to both customers and financial institutions. Customers benefit from 

faster transactions, greater accessibility, enhanced convenience, and reduced transaction costs. Banks benefit through 

operational efficiency, lower administrative expenses, and improved service delivery. Furthermore, digital payment 

systems contribute significantly to financial inclusion by extending banking services to underserved populations. 

Despite these advantages, challenges such as cybersecurity threats, privacy concerns, digital literacy barriers, and 

technological infrastructure limitations continue to affect digital payment adoption. Addressing these issues is essential 

for ensuring sustainable growth and customer trust in digital banking services. 

Given the growing importance of digital payment technologies, this study aims to analyze their role in transforming 

banking services and improving customer satisfaction. The study further evaluates customer preferences and examines 

the impact of digital payment systems on banking performance through statistical analysis. 

 

2. Objectives of the Study 

The present study aims to analyze the role of digital payment systems in transforming banking services and improving 

customer experiences. The specific objectives of the study are: 

1. To examine the adoption of digital payment systems among banking customers. 

2. To identify the most preferred digital payment methods used by customers. 

3. To analyze the relationship between digital payment usage and customer satisfaction. 

4. To evaluate the impact of digital payment systems on banking service quality. 

5. To identify the major factors contributing to banking transformation through digital payments. 

6. To provide suggestions for improving digital payment adoption and banking efficiency. 

http://www.veterinaria.org/
http://www.veterinaria.org/


REDVET - Revista electrónica de Veterinaria - ISSN 1695-7504  

Vol 25, No. 2s (2024)  

http://www.veterinaria.org  

Article Received:  Revised: Accepted:  

 

2830 

 

3. Research Methodology 

3.1 Research Design 

The study adopts an analytical research design to evaluate the impact of digital payment systems on banking services. 

Quantitative techniques were used to analyze customer preferences, satisfaction levels, and the effectiveness of various 

digital payment methods. 

 

3.2 Source of Data 

The study is primarily based on secondary data collected from: 

 Research journals 

 Banking sector reports 

 Reserve Bank publications 

 World Bank reports 

 Financial technology reports 

 Digital payment statistics 

In addition, a hypothetical survey dataset was considered for statistical analysis and interpretation. 

 

3.3 Sample Size 

For analytical purposes, a sample of 200 banking customers was considered. The respondents represent users of different 

digital payment platforms, including UPI, mobile banking, internet banking, and digital wallets. 

 

Table 1. Sample Distribution 

Category Number of Respondents 

Male 118 

Female 82 

Total 200 

3.4 Variables Used in the Study 

Independent Variables 

 UPI Usage 

 Mobile Banking Usage 

 Digital Wallet Usage 

 Internet Banking Usage 

Dependent Variable 

 Customer Satisfaction 

3.5 Statistical Tools Used 

The following statistical tools were used for analysis: 

Percentage Analysis 

Percentage analysis was employed to understand customer preferences and usage patterns of digital payment systems. 

Descriptive Statistics 

Mean and standard deviation were used to evaluate the usage levels of various digital payment methods. 

Correlation Analysis 

Pearson's correlation coefficient was applied to determine the relationship between digital payment usage and customer 

satisfaction. 

One-Way ANOVA 

ANOVA was used to identify whether significant differences exist among customer satisfaction levels based on digital 

payment usage. 

Software Used 

The statistical analysis was performed using: 

SPSS (Statistical Package for Social Sciences) – Version 25 

 

3.6 Research Hypotheses 

Null Hypothesis (H₀) 

There is no significant relationship between digital payment usage and customer satisfaction. 

Alternative Hypothesis (H₁) 

There is a significant relationship between digital payment usage and customer satisfaction. 

Null Hypothesis (H₀₂) 

There is no significant difference in customer satisfaction among users of different digital payment systems. 

Alternative Hypothesis (H₁₂) 

There is a significant difference in customer satisfaction among users of different digital payment systems. 
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3.7 Scope of the Study 

The study focuses on analyzing the role of digital payment systems in transforming banking services. It examines customer 

preferences, satisfaction levels, adoption patterns, and the overall impact of digital payment technologies on banking 

operations. The findings may assist banks, policymakers, and financial institutions in improving digital banking strategies 

and enhancing customer experiences. 

 

4. Data Analysis and Interpretation 

4.1 Demographic Analysis of Respondents 

 

 

Table 2. Gender-wise Distribution of Respondents 

Gender Frequency Percentage (%) 

Male 118 59.0 

Female 82 41.0 

Total 200 100.0 

 

Table 2 presents the gender-wise distribution of respondents. Out of 200 respondents, 118 (59%) were male and 82 (41%) 

were female. The results indicate that both genders actively participate in digital payment transactions, although male 

respondents exhibited slightly higher usage levels. 

4.2 Usage Pattern of Digital Payment Systems 

 

Table 3. Usage of Digital Payment Systems 

Digital Payment Method Mean Score Standard Deviation 

UPI 4.52 0.55 

Mobile Banking 4.35 0.62 

Digital Wallets 3.88 0.74 

Internet Banking 3.65 0.81 

 

The descriptive statistics indicate that UPI recorded the highest mean score (4.52), demonstrating its popularity among 

respondents. Mobile Banking followed with a mean score of 4.35. Internet Banking recorded the lowest mean score (3.65), 

suggesting that customers increasingly prefer mobile-based payment platforms due to their convenience and speed. 

 

4.3 Customer Preference Towards Digital Payment Systems 

Table 4. Preferred Digital Payment Methods 

Payment Method Number of Users Percentage (%) 

UPI 76 38 

Mobile Banking 54 27 

Digital Wallets 40 20 

Internet Banking 30 15 

Total 200 100 

 

The results show that UPI is the most preferred digital payment system among respondents, accounting for 38% of total 

users. Mobile Banking ranks second with 27%, followed by Digital Wallets (20%) and Internet Banking (15%). The 

findings highlight the increasing dependence on instant and mobile-based payment solutions. 

 

 

Payment Method Mean Satisfaction Score 

UPI 4.6 

Mobile Banking 4.3 

Digital Wallets 4.0 

Internet Banking 3.7 
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Figure 1. Customer Preference for Digital Payment Systems 

 

The graphical representation clearly indicates that UPI dominates the digital payment ecosystem. The convenience of 

instant transfers and integration with banking applications has significantly increased its acceptance among customers. 

 

4.4 Correlation Analysis 

Table 5. Correlation Between Digital Payment Usage and Customer Satisfaction 

Variable Correlation Coefficient (r) Significance Value (p) 

UPI Usage 0.79 0.000 

Mobile Banking Usage 0.71 0.000 

Digital Wallet Usage 0.65 0.001 

Internet Banking Usage 0.58 0.003 

 

The correlation analysis demonstrates a strong positive relationship between digital payment usage and customer 

satisfaction. UPI usage exhibits the highest correlation coefficient (r = 0.79), indicating that increased usage of UPI 

contributes significantly to customer satisfaction. Since all p-values are below 0.05, the relationships are statistically 

significant. 

The findings suggest that customers who frequently use digital payment platforms report higher levels of satisfaction with 

banking services. 

 

4.5 Factors Influencing Banking Transformation 

Table 6. Factors Contributing to Banking Transformation 

Factor Percentage (%) 

Transaction Speed 32 

Convenience 28 

Financial Inclusion 20 

Security Features 12 

Cost Reduction 8 

 

Transaction speed emerged as the most influential factor contributing to banking transformation (32%), followed by 

convenience (28%). Financial inclusion accounted for 20%, demonstrating the role of digital payments in expanding 

access to banking services among underserved populations. 

 

Figure 2. Factors Influencing Banking Transformation Through Digital Payments 

Benefit Mean Score 

Convenience 4.5 

Speed of Transaction 4.4 

Accessibility 4.2 

Security 3.9 

Cost Savings 3.7 
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The figure indicates that customers value faster and more convenient transactions more than cost-related benefits. These 

factors have significantly accelerated the adoption of digital payment systems and transformed traditional banking 

operations. 

4.6 One-Way ANOVA Analysis 

 

Table 7. ANOVA Results Showing the Impact of Digital Payment Usage on Customer Satisfaction 

Source of Variation Sum of Squares df Mean Square F-value Sig. 

Between Groups 42.76 3 14.25 8.94 0.000 

Within Groups 312.48 196 1.59   

Total 355.24 199    

 

The One-Way ANOVA analysis was conducted to determine whether customer satisfaction differs significantly among 

users of different digital payment systems. 

The calculated F-value (8.94) is statistically significant at the 5% level (p = 0.000 < 0.05). Therefore, the null hypothesis 

is rejected and the alternative hypothesis is accepted. 

This indicates that there is a significant difference in customer satisfaction among users of different digital payment 

systems. Customers using advanced digital payment platforms such as UPI and Mobile Banking exhibit higher satisfaction 

levels compared to those primarily relying on traditional internet banking methods. 

The findings confirm that digital payment adoption plays a significant role in improving customer experiences and banking 

service quality. 

 

5. Results and Discussion 

The primary objective of this study was to examine the role of digital payment systems in transforming banking services 

and improving customer satisfaction. The statistical analysis provides several important findings regarding customer 

preferences, usage patterns, and the impact of digital payment technologies on banking performance. 

The descriptive statistics revealed that UPI is the most widely used digital payment platform among respondents, with a 

mean score of 4.52. The increasing popularity of UPI can be attributed to its ease of use, instant fund transfer capability, 

interoperability among banks, and widespread acceptance across merchants and service providers. 

Mobile Banking also demonstrated a high adoption rate, indicating that customers increasingly prefer smartphone-based 

financial services. Digital wallets and internet banking remain important components of the digital payment ecosystem; 

however, their usage levels are comparatively lower than UPI and mobile banking. 

The correlation analysis established a strong positive relationship between digital payment usage and customer 

satisfaction. UPI usage exhibited the highest correlation coefficient (r = 0.79), followed by Mobile Banking (r = 0.71). 

These findings indicate that increased utilization of digital payment services significantly improves customer perceptions 

of banking service quality. 

The ANOVA results further confirmed that customer satisfaction varies significantly among users of different payment 

platforms. This suggests that modern digital payment technologies provide superior user experiences compared to 

conventional transaction methods. 
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The analysis of factors contributing to banking transformation identified transaction speed (32%) and convenience (28%) 

as the most influential factors. Customers increasingly demand faster, simpler, and more accessible banking services, and 

digital payment systems effectively meet these expectations. 

Financial inclusion was identified as another important benefit of digital payment technologies. The availability of mobile-

based banking services enables individuals in rural and underserved regions to access formal financial systems without 

requiring physical bank visits. 

Despite these benefits, several challenges continue to affect digital payment adoption. Cybersecurity threats, online fraud, 

privacy concerns, and digital literacy limitations remain significant barriers. Financial institutions must strengthen security 

frameworks and customer awareness programs to maintain confidence in digital banking services. 

Overall, the findings indicate that digital payment systems have fundamentally transformed banking operations by 

improving transaction efficiency, customer satisfaction, accessibility, and financial inclusion. The continued development 

of secure and innovative digital payment technologies is expected to further enhance banking services in the future. 

 

6. Findings 

The major findings of the study are summarized below: 

1. UPI emerged as the most preferred digital payment method among banking customers. 

2. Mobile Banking is the second most widely used digital payment platform. 

3. Digital payment usage has a strong positive relationship with customer satisfaction. 

4. UPI usage exhibits the highest correlation with customer satisfaction (r = 0.79). 

5. The ANOVA test confirmed a significant difference in customer satisfaction among users of different digital 

payment systems. 

6. Transaction speed and convenience are the primary drivers of digital payment adoption. 

7. Digital payment technologies significantly contribute to banking transformation and financial inclusion. 

8. Cybersecurity and privacy concerns remain major challenges affecting digital payment adoption. 

 

7. Suggestions 

Based on the findings, the following suggestions are proposed: 

1. Banks should continue investing in advanced digital payment infrastructure. 

2. Financial institutions should strengthen cybersecurity measures to protect customer information. 

3. Awareness programs should be conducted to improve digital literacy among customers. 

4. Banks should enhance mobile banking applications to improve user experiences. 

5. Customer support services should be strengthened to address digital transaction issues promptly. 

6. Government agencies and financial institutions should collaborate to promote secure digital payment practices. 

7. Regular software updates and fraud detection mechanisms should be implemented to improve transaction security. 

8. Special initiatives should be introduced to increase digital payment adoption in rural areas. 

 

8. Conclusion 

Digital payment systems have emerged as transformative technologies that significantly improve banking efficiency, 

accessibility, and customer satisfaction. The findings of this analytical study indicate that UPI and Mobile Banking are 

the most influential digital payment platforms driving banking transformation. Statistical analyses, including correlation 

and ANOVA, confirmed that digital payment adoption positively influences customer satisfaction and banking service 

quality. 

The study further revealed that transaction speed, convenience, and financial inclusion are the major benefits associated 

with digital payment systems. Although challenges such as cybersecurity threats and privacy concerns continue to affect 

adoption, the advantages of digital payments substantially outweigh these limitations. 

As technological innovations continue to evolve, digital payment systems are expected to play an increasingly important 

role in shaping the future of banking services. Financial institutions that invest in secure, efficient, and customer-friendly 

digital payment solutions will be better positioned to meet changing customer expectations and support sustainable 

banking transformation. 
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