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  Payments have changed considerably as a result of the banking industry’s rapid adjustments. Several new 
payment methods have been put in place since demonetisation. Consumers almost always prefer digital currency 
during business hours. A substitute for cash or traditional money exchanges is digital currency. Digital money is 
any form of money that can be used to make purchases, including ATM cards, Smart cards, Mobile wallets, Gpay, 
Paytm, phonepe, UPI, BHIM, etc. This study illustrates how digital money payments have changed since they were 
first used in the Indian banking sector. In addition, this study covers how customers can obtain cash and other 
forms of paper money, in addition to highlighting the function of digital money as an electronic device. Some of the 
future plans of various banks and institutions’ to prevent fraud due to digital money of their future references and 
development in India. 
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1. INTRODUCTION  
 

        With the advent of liberalisation, privatisation, 
and globalisation, the Indian economy is booming. 
The bank is no exception. These reforms have forced 
the Indian financial sector to keep up with new 
technologies (Khandelwal Ani K, 2006). India 
cannot have a healthy economy without a robust and 
efficient banking system. The Indian economy should 
not only be problem-free but also be able to solve new 
problems through technology and other external and 
internal factors. Therefore, it becomes necessary for 
banks to consider customer needs, preferences, 
understanding, and conveniences when offering 
services or products. The services of the bank are not 
limited to certain customers. However, with the help 

of information technology, banks can now offer good 
products and services and develop their customers 
without opening new branches. Therefore, new and 
foreign players use plastic cards, mobile banking, 
electronic funds transfer (EFT), internet banking, etc. 
to try to compete with them by using new technology 
services (Manivannan P (2013). 

2. DIGITAL MONEY: THE MEANING OF TODAY'S 
ECONOMY 

Money has always been seen as an important 
means of exchange and payment. Historically, the 
barter system has been used as an important means of 
payment (M. Rifaya Meera et al., 2017). Money, 
which has turned from coins to paper money over the 
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years, is also available in intangible forms such as 
electronic money or plastic cards. Therefore, the main 
change in banking technology is the introduction of 
products that replace cash or paper money (Sebastien 
and Cathy, 2012). Plastic card is a new type that 
customers need to use only the card issued by the bank 
so that they can benefit from banking services without 
limiting themselves in banking transactions. Plastic 
cards, which are an important part of electronic 
banking, have been used in our country for many years. 
However, the use of the card has been continued only 
in the last five years. Card payments have now become 
the preferred retail payment method in the country. 
Thus, plastic cards are payment instruments designed 
to facilitate small retail payments, providing customers 
with the ability to pay for goods and services cashless, 
complementing traditional means of payment by 
bringing a different approach to notes and coins (Elif 
et. al, 2009). 

3. RESPONSIBILITIES OF PARTIES IN CARD 
PAYMENTS 

 Customer or cardholder: The authorized 
person who holds the card and can use the card 
for shopping and services. 

 Issuing Bank: The bank or company that 
issues the card to eligible customers. 

 Workplace: An agency that sells products and 
services to cardholders and accepts card 
payments. 

 Card Associations: Associations (VISA, Master 
Card and American Express). 

4. ADVANTAGES OF PLASTIC MONEY 

 Shopping: Credit or debit card makes 
shopping easier. We don't need to carry a lot of 
money anymore. 

 Additional security: How do you lose even if 
you don't carry cash? However, if your card is 
lost, simply call your bank or financial 
institution. It blocks the money and no one can 
withdraw coins without your permission. 

5. DISADVANTAGES OF PLASTIC MONEY 

 Stores using third-party vendors: There are 
many stores that only accept credit cards from 
certain companies. In this case, the only 
payment method used by other credit card 
companies is cash. 

 Limited Global Availability: In most cases, 
different companies do not allow their cards to 
be used in areas where there are regional 
conflicts. 

 Fraud: Credit card stolen. Thieves will use 
them directly or learn about them. In modern 
intelligence, it is possible to get a clone of any 
credit or debit card that works like the original 
and could cause you to lose money. So beware 
of credit card fraud, which is like stealing 
money from your pocket without your 
knowledge. 

 Digital payments transactions: National 
Payments Corporation of India (NPCI) has 
started its journey. It was established by the 
Reserve Bank of India (RBI) and the Indian 
Banks Association (IBA) to create a strong 
payment and settlement infrastructure in India. 
Since then it has launched several products 
such as Aadhaar Enabled Payments System, 
Bharat Bill Payments System. BHIM and Check 
Transaction System. Newer models appear 
quickly; There are currently around 10 
different digital payment methods in India. 
These are:  

1) Debit Card – It was introduced by the Reserve 
Bank of India in 1980 as the first credit card. 
MasterCard was launched in 1988 and by 1993 
several PSU banks started issuing credit cards. 

2) Unstructured Supplementary Service Data 
(USSD) - The USSD feature was launched in 
2016. It is a mobile banking service that allows 
users to access mobile banking without 
smartphones or an internet connection. 

3)  Aadhaar Enabled Payment Systems (AEPS) - 
This is a bank-led model that enables online 
financial engagement transactions at the point 
of sale (POS) through any Aadhaar-enabled 
bank correspondent.  

4) Unified Payment Interface (UPI) - NPCI 
developed UPI in 2016; it facilitates peer-to-
peer, person-to-person and merchant 
transactions.  

5) Mobile wallet - this is a virtual wallet that 
stores payment card details on a mobile phone.  

6) Prepaid cards from banks - With the motto 
"Pay now, spend later", prepaid cards allow 
users to buy goods with the money on the card.  

7) Point of Sale - Point of Sale (POS) is a technical 
tool provided by a Merchant Establishment 
(ME) to customers to sell goods or services in a 
cashless environment. 

8) Internet banking - this is a method of Internet 
banking that allows customers of a bank or 
financial institution to make transactions 
through a portal.  

9) Mobile banking - this is a service offered by 
banks and financial institutions that allows you 
to pay using a mobile phone.  
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10) Micro-ATM - These are hand-held devices that 
allow bank transfers through card-swiping 
machines. 

 
 
 
6. REVIEW OF LITERATURE 

An Evaluation of Consumer Perception and 
Attitude towards the Use of Plastic Money in India" by 
Anoushka Sharma, Syed Fazal Karim, and Vipul Jain 
(2015) clearly identifies the advantage of instant 
transactions as one of the primary factors that favor 
the use of plastic money over real money among 
today's population. One of the most important 
psychologically influencing factors that encourages the 
use of plastic money instead of real money has already 
been highlighted by the study of existing literature. The 
convenience of not carrying cash and the ease of 
transaction are two of the primary factors that 
encourage this behavior. 

Dr. Jaideo Lanjewar (2015), "Changing 
Disposition of Clients towards Plastic Cash", More 
exchanges happen in plastic cash then, at that point, 
paper notes since paper cash is are more dangerous 
than plastic cash. These cards are preferred by 
customers primarily for online shopping. Finally, it can 
be concluded that the growing popularity of e-
commerce bodes well for the future of plastic money. 

Syed Ali Raza and Prof. Muhammad Memon 
(2016), “Analysis the Use of Plastic Money in 
Hyderabad City, Sindh Province”, Keeping in mind the 
changing technology replacing the traditional concept 
of paying not through cash but by plastic money (credit 
and debit cards), this research was undertaken to 
study the awareness and use of plastic money among 
the consumers. The present paper makes an attempt to 
understand the consumer preferences and attitude 
towards the use of plastic money. 

7. RESEARCH OBJECTIVES 

Research topics are as follows:- 

 To analyse the number of customers to use the 
digital currency. 

 To study the customer satisfaction by using 
digital currency in Madurai city. 

 To analyse the banking sectors by facing the 
changes of digital currency. 

8. STATEMENT OF THE PROBLEM 
A sort of money that can only be obtained 

digitally or electronically is known as digital currency. 
Other names for it include cyber cash, electronic 
currency, digital money, and digital money. The 
statement of the problem is the technological illiteracy 
among many people, especially the older generation 
and village peoples. Since they don’t have enough 

knowledge on how to use the technology or 
smartphones, they refrain from using digital 
transactions. This is a huge problem in developing 
cities. Therefore, this study aims to analyse the 
customer satisfaction about the digital transactions. 

9. LIMITATIONS OF THE STUDY 

The study was based on primary and secondary 
data. Primary data for research purposes was collected 
only from samples located in Madurai city. Although 
with a sample of only 120 respondents Madurai city 
cannot be considered to be a complete representation 
of the country's population. Non-response cannot be 
removed for primary data. 

10. HYPOTHESIS 

The researcher formulated the following 
hypotheses for the current study. 

 Ho: There is no relationship found between the 
occupation and the number of withdrawals. 

 Ho: there is no significant impact of education 
on usage of digital transactions. 

11. METHODOLOGY 

The research will be a mixed method using 
both quantitative and qualitative methods. Surveys will 
be used to collect quantitative data and interviews will 
be used to collect qualitative data. Secondary data is 
collected from reference books, research papers, 
articles and websites. A study of this nature requires 
the selection of customers from banks. Convenient 
sampling technique has been adopted.  The present 
study of the population was limited to customer usage 
of digital transactions by both public and private sector 
banks located in Madurai city only. The researcher 
selected 120 respondents both public and private 
sector banks using the digital transactions. 

12. ANALYSIS AND RESULT 
 

Table-1 : Various banks of respondents 
Bank No. of 

Respondents 

Percentage 

Public 
Banks 

44 36.6 

Private 
Banks 

59 49.17 

Both 17 14.16 

Total 120 100 

Sources: primary data 
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Interpretation: From the above table 
interpreted that 49.17% of the respondents are from 
private banks and 36.6% of the respondents are from 
public banks and remaining 14.16% of the respondents 
who have both public and private bank. Inference: 
majority 49.17% are from private banks. 
Table-2: Time and money saved by respondents 

Satisfaction 
Level 

No. of 
Respondents 

Percentage 

Strongly 
Agree 

53 44 

Agree 23 19 
Neutral 35 29.2 
Disagree 7 5.9 
Strongly 
Disagree 

2 1.7 

Total 120 100 

Sources: primary data 
Interpretation: From the above table interpreted that 
44% of the respondents strongly agree and 29.2% of 
the respondents neutral for the following statements. 
Inference: majority 44% strongly agree. 
 
Hypotheses testing using chi-square analysis 
 Table-3: chi-square test 
Ho: There is no relationship found between the 
occupation and the number of withdrawals. 

Occupation * No. of withdrawals Cross tabulation 
Count   

Occupation 

No. of Withdrawals 

Total 
Below 4 
Times 

4-7 
Times 

7-9 
Times 

Above 
9 
Times  

Govt 
Employee 

11 10 4 3 28 

Business Man 4 9 5 5 23 
Professionals 3 4 4 3 14 
Private 
Employee 

3 7 4 4 18 

Others 6 17 4 10 37 
Total 27 47 21 25 120 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
Source: SPSS Output 

The significant value of the chi-square value of 10.266 
for the twelve degrees of freedom is 0.593, which is 
more than 0.05, according to the Table. Therefore, the 
null hypothesis is accepted, and there is no correlation 
between occupation and withdrawals is established. 

 

Table-4:  chi-square test  

Ho: there is no significant impact of education 
qualification and mode of digital payment transactions. 

Education Qualification * mode of digital transactions Cross 
tabulation 

Count   

Mode of 
Digital 
Transactions  

Education 

Total 
Literate Under 

Graduate 
Post 
Graduate Others 

Gpay 7 5 0 5 17 
Phone Pe 6 4 0 1 11 
Card 10 20 10 6 46 
Debit Card 15 10 6 3 34 
Credit Card 6 1 1 0 8 
Others 3 0 1 0 4 

Total 47 40 18 15 120 

 

 
Source: SPSS Output 
The significant value of the chi-square value of 24.379 
for the fifteen degrees of freedom is 0.059, which is less 
than 0.05, according to the Table. Therefore, the null 
hypothesis is rejected, and there is a correlation 
between Education Qualification and mode of digital 
payment transactions is used. 
 
13. FINDINGS AND DISCUSSION 
 

 The survey of the respondents 49.17% of the 
respondents are from private banks and 36.6% 
of the respondents are from public banks and 
remaining 14.16% of the respondents who 
have both public and private bank. 

 The survey of the study interpreted that 44% 
of the respondents strongly agree and 29.2% of 
the respondents neutral for the following 
statements.  

 The significant value of the chi-square value of 
10.266 for the twelve degrees of freedom is 

Chi-Square Test result 

 Value df 
Asymp. Sig. (2-
sided) 

Pearson Chi-
Square 

10.266 12 .593 

Likelihood 
Ratio 

9.972 12 .618 

Linear-by-
Linear 
Association 

2.938 1 .086 

N of Valid 
Cases 

120   

Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 
Pearson Chi-Square 24.379 15 .059 

    
Likelihood Ratio 30.143 15 .011 
Linear-by-Linear 
Association 

2.383 1 .123 

N of Valid Cases 120   
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0.593, which is more than 0.05, according to 
the Table. Therefore, the null hypothesis is 
accepted, and there is no correlation between 
occupation and withdrawals is established. 

 The significant value of the chi-square value of 
24.379 for the fifteen degrees of freedom is 
0.059, which is less than 0.05, according to the 
Table. Therefore, the null hypothesis is 
rejected, and there is a correlation between 
Education Qualification and mode of digital 
transactions is used. 

14. SUGGESTIONS 
 

 Digital transactions have many advantages 
over paper money, but this does not mean that 
paper money is obsolete. Reducing the use of 
digital transactions is always recommended, 
because customers do not feel that physical 
money is in their hands, which affects some of 
the frequent use of digital money. 

 The Government can assure to the general 
population that the use of digital payment 
transactions is free from transactions fees, 
enabling customers to make purchases online.  

 The Government could provide incentives to 
retailers, merchants and other providers who 
sell goods and services online, which would 
encourage all stores o become online traders. 

 The government should create training 
programmes to teach everyone how to utilise 
digital payments. 

 
15. CONCLUSION  

Indian consumers today find it easier to make 
physical payments rather than carrying a lot of cash, 
which has led to an increase in money in the country. 
Increasing competition has encouraged the use of 
digital transactions in the country more than ever 
before. It benefits customers by offering improved 
products at low prices and with cash rewards, loyalty 
points, promotions and more. However, due to its 
nature, some users cannot use the card correctly and 
do not know how to operate it for certain purposes. 
Therefore, the bank should give them some training to 
use. So it is without doubt said that future transaction 
system is cashless transactions. 
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