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ABSTRACT  
In the current scenario, mobile wallets are playing an significant role in today’s life. Mobile users 
can nowadays use their smartphone to make money transactions or payments by using 
applications installed in the phone. There are several mobile wallets which provide this service. 
Mobile wallets are digital forms of traditional wallets that somebody would transmit in their 
pocket. They offer payment services through which the individual/business can receive/sent 
money via mobile devices. Mobile wallet makes everyone’s life comfortable to do 24/7 online 
transaction. The current paper throws light upon the patron satisfaction level towards the e-
wallet services provided by Paytm. It focuses on the services provided by Paytm wallets and its 
satisfaction level.  
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I. INTRODUCTION 
 
 Paytm (Pay through Mobile) was launched in 2010 by One97 communications as a 
prepaid mobile and DTH recharge company. Progressively, it made its way into the e-commerce 
market in the year 2014 and further extra bus ticketing in 2015. Paytm now bargainsvarious 
products ranging from main mobile revives to buying apparels or electronics empowering 
customers to get everything at one place. Thus, over a period of time, it has become both a 
expense platform as well as the bazaar. 

 The main objective of this study is to study the motive behind the use of Paytm and to 
study patron satisfaction of using Paytm services. Maximum of the operators are partially aware 
regarding the functionalities and structure of Paytm. The main and foremost purpose of using 
Paytm is to recharge, money transfers and bill payments, rest of the services are used very less 
by patrons. There is almost Paytm use by patrons on the mobile phones as Paytm app it is more 
convenient as compare to Paytm website portal. Cash back is the advantage of the factor that is 
attracting the people to use Paytm. A minimum average number of respondents face a problem 
while dealing with Paytm services. 
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 Nowadays technology has become an essential part of life mobile user can use their 
smartphone to make money transaction or payment by installing application in the phone. An 
electronic device that allows a person to make electronic commerce transaction is termed as 
digital wallet. This consist of purchasing item in online by using smartphone or with a laptop to 
purchase anything at a store. 

 In India utmost of the people doesn’t have credit and debit cards, a smart phone is fast 
becoming tool that act has a digital expense account. The Paytm mobile wallet was launched in 
the year 2013. Paytm in 2017 became India's first payment application to cross over 100 million 
application downloads. Adoption of cashless transaction has been fundamentally pushed by 
Prime Minister Mr. Narendra Modi as part of government resolve after demonetization of high 
value currency of Rs. 500 and Rs. 1000 which accounts for 86% of cash circulation. The 
demonetization resulted in unpredictable growth in digital payment. 

STATEMENT OF THE PROBLEM 

 The study about the key determinants of customer satisfaction towards Paytm users to 
acquire the customer satisfaction response to the service as well as to analyse the most 
appropriate solutions for the problem. These days the customer’s uses various mobile wallet 
services. Paytm service users have been receiving many negative feedbacks in terms of Payment 
gateway failure, Problem with acceptance of debit/credit card, Failure of Paytm Apps, Delay in 
confirmation of order, security transactions, connectivity and Services quality. Therefore, in this 
examination it is very significant to recognize the customer’s satisfaction level and response on 
the usage and implementation of Paytm service users. 

II. SCOPE OF THE STUDY 

 This research focuses on Paytm service users in general. The scope of the research will 
describe the relationship between Paytm services on safety & security, transaction speed, 
convenience, recharge, ticket booking, shopping, booking hotels, insurance premium and 
transfer of funds. Which can directly influence on the customer satisfaction level and plan to use 
in further. Moreover, the accused of this investigation will randomly select from commercial 
people and educational group in general, who are generally use the Paytm services. 

OBJECTIVE OF THE STUDY 

1. To identify the patron preferability in mobile wallet Paytm services. 
2. To measure patron satisfaction using of Paytm services. 
3. To determine the major problem faced by the Paytm patron. 
 

LIMITATIONS OF STUDY 
1. The data has been collected from the user of Ewallets customer  amongTamil Nadu 

only. 
2. Due to the time constrain all the customers were not covered. 
3. The accuracy of the findings of study depends upon the correctness of the respondents. 
4. The study has been conducted on 151 respondents only. 

 
 
 
 



 

 

 

 

Dr. B. Dhivya 

  s 3 

 Emperor Journal of Women Studies 

 

 
III. RESEARCH METHODOLOGY 

 
RESEARCH DESIGN 
 
 The study is conducted using descriptive and analytical type of methodology. The study 
depends upon primary data. 
 
POPULATION 
 
 The aggregate of all units pertaining to the study is called the population of the 
universe. The target population for this study is all the patrons belongs to Tamil Nadu. 
 
SAMPLE SIZE 
 
 The study is based on 151 sample respondents consisting of both men and women. 
 

IV. REVIEW OF LITERATURE 
 

Haugtvedt et al., (1994) Paytm contained that brand transpose is based on 
affiliatedconfidence. Here patrons where serving the organization to encounter dark cash. The 
shoppers needed to be a self-motivated help to this introduction along these lines they starred 
exploiting computerized instalment modes.  

Dahlberg, T. & Mallat, N., (2002) concluded that security and privacy factors were the major 
concerns for the consumers, which affect the adoption of digital payment solutions. 

Lee (2005)investigated the impact of perception of interactivity on consumer trust and 
transaction in mobile commerce and concluded that trust does in fact play a significant role in 
determining consumer transaction. 

RAJESH KRISHNA BALAN, NARAYAN RAMASUBHU GIRI KUMAR TAYI(2006)In 
their research paper “Digital wallet: Requirement and challenges “have identified about 
Singapore’s use of digital wallet and analysed the key challenges in building and deploying a 
digital wallet.  

FE Bureau (2017)states that According to the RBI: Demonetization has increased the growth 
of Paytm & Mobile wallet which is known as the Digital payment companies. “A Newspaper 
Article in Financial Express”.  

 
CONCEPTUAL FRAMEWORK 
INTRODUCTION 

 One 97 Communications Ltd established “Pay Through Mobile” which is popularly 
known as Paytm in August 2010 as a Paytm is a service that allows you to make purchases using 
your mobile phone. Paytm began as a mobile recharge service, but it has now grown to become 
India's e-commerce leader. It accepts debit cards, credit cards, and net banking transfers into its 
integrated wallet. This wallet can also be used to make recharge, bill payment, and retail 
payments (Unicorn 2016). It has matured over the last six years and is now the users' first 
option among all existing payment platforms in India. It began by allowing mobile phone 
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recharges, but it quickly expanded to include payment choices for other services such as metro 
cards, Direct to Home, data cards, electricity and water bills, as well as aeroplane and bus 
tickets. Website for prepaid mobile phone recharge.  
 
DIGITAL WALLET 

 A digital wallet is an electronic device that enables users to conduct electronic 
transactions. Mobile money, mobile money transfer, and mobile payment are all terms that relate 
to payment services that are carried out from or via a mobile device and are governed by 
financial regulations. This can include utilising a computer to purchase products online or using 
a smartphone to make a purchase in a store. The digital wallet can also be linked to a person's 
bank account. To put it another way, mobile money transfer refers to any mode of monetary 
exchange that makes use of a mobile device with authorised support and complies with well-
established and described legal policies.  

DIGITAL MARKETING 

 Digital marketing is often referred to as 'online marketing', 'internet marketing' or web 
marketing'. The term digital marketing has grown in popularity over time, particularly in certain 
countries. In the USA online marketing is still prevalent, in Italy is referred as web marketing 
but, in the UK, and worldwide, digital marketing has become the most common term, especially 
after the year 2013. Digital media growth is estimated at 4.5 trillion online ads served annually 
with digital media spend at 48% growth in 2010. An increasing portion of advertising stems 
from businesses employing Online Behavioural Advertising (OBA) to tailor advertising for 
internet users, but OBA raises concern of consumer privacy and data protection. 

TYPES OF MOBILE WALLET 

1. Airtel money: Users can simply reload prepaid accounts or pay postpaid bills using the 
Airtel Money app. You can also shop online if you have money in your digital wallet. Every 
transaction or payment requires a secret 4-digit pin, making it incredibly secure.  

2. Freecharge: Free charge, one of the most well-known names in India when it comes to 
digital payment, has a history of focusing all of its marketing efforts on the youth. It's a 
terrific way to save money while paying your bills online because you get an equal amount 
of coupons for each recharge you make.  

3. HDFC payzapp: One of the most popular online wallets in India is HDFC PayZapp, 
which simplifies digital payments in India with one-click payments. The software allows 
users to effortlessly compare travel and hotel bookings, as well as purchase music and pay 
bills. Simply connect your debit/credit card once, and you won't have to worry about 
payments again.  

4. ICICI pocket: Although you might find a Compact card redundant, considering you’re 
choosing for an e-wallet app to avoid using a card, they do have aattractive neat wallet app. 
Its VISA powered and can be used on any Indian website, or to transfer money to email ids, 
WhatsApp contacts, and also just tap and pay your friends easily. 

5. Jio Money:. Jio Money is a digital payment software that Jio introduced in 2016. With Jio 
Money, you may get incredible deals and discounts. Users can also save their favourite 
merchants as bookmarks, allowing them to purchase faster than usual.  

6. Money on mobile: The Reserve Bank of India has authorised Money On Mobile to allow 
customers to purchase commodities, products, and services from registered merchants. It's 
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a bilingual software that reaches millions of users in rural corners of the country, allowing 
them to make online payments. 

7. Ola money: Ola Money is an Indian digital wallet that was introduced in 2015. While it's 
most commonly used to pay for Ola cab trips, making paperless travel a reality, it can also 
be used to buy groceries, plane tickets, and other items.  

8. Paytm: Paytm is the most popular mobile wallet app in India, having been created in 2010. 
It's difficult not to convert to Paytm totally now that it's accepted practically everywhere. 
There's basically nothing you can't do with Paytm, from paying mobile bills to buying 
cinema tickets.  
 

PAYTM 
 Paytm, or Pay via Mobile, is a prepaid mobile and DTH recharge provider that was 
founded in 2010 by One97 Communications. It gradually entered the e-commerce business in 
2014, and in 2015, it added bus tickets to its repertoire. Paytm now offers a variety of products 
ranging from basic cell recharges to clothing and electronics purchases, allowing clients to get 
everything they need in one place. As a result, it has evolved into both a payment platform and a 
marketplace over time.  

USES OF PAYTM 

1. Scan „Any‟ QR Code with Paytm app: The convenience of sending/receiving money 
and paying bills is the primary reason for using digital payments. The good news is that 
Paytm is now the only app that allows you to make quick payments by scanning any QR 
code (such as BHIM UPI, Google Pay, or PhonePe).  

2. No POS Machine Required: One of the most difficult issues for merchants is 
obtaining point-of-sale terminals or standalone devices that swipe cards. In the form of 
procurement costs, MDR fees, and monthly rentals, these POS machines impose an 
additional burden. Paytm has no such issues because it uses a single QR code and 
charges no MDR for fast bank account settlement.  

3. Flexibility: Paytm, unlike other aggregators, accepts all digital payment methods and 
allows customers to pay with their Paytm Wallet, Paytm BHIM UPI, net banking, and 
credit cards. Customers will benefit from this functionality because they will be able to 
simply switch between different payment choices while using a single app. To put it 
another way, it frees your phone from unnecessary digital payments and banking apps. A 
single app also guarantees that payments are more visible and have a lower level of 
complexity.  

4. Real-time Payment Tracking: As an added benefit for its merchants, Paytm provides 
real-time payment tracking and reconciliation. It is available in 11 regional languages, 
making it easier for any user and a merchant to use the app irrespective of the language 
barrier otherwise experienced. Paytm also features 24/7 merchant helpdesk for round-
the-clock query resolution. 

BENEFITS OF USING PAYTM 

1. Is quick & safe, 
2. Pay bill payment, recharge book ticket and lots more in a single application and keep 

track of all under order history. 
3. Transfer of money from Paytm to bank account as low as 4%, 
4. Get Cash back on most of the store using Paytm wallet, 
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5. Bank to bank transfer using UPI like PhonePe BHIM or Google pay is also free on 
Paytm. 

LIST OF IMPORTANT SERVICE OFFERED BY PAYTM 

 Recharge (Mobile/DTH/Metro), Bill Payment (Mobile/Electricity/Water/Gas), 

 Shopping 

 Flight / Bus ticket booking 

 Credit card bill payment 

 Hotel booking 

 Loan 

ADVANTAGES OF PAYTM 

 Money Transfer: You can use this wallet to send and receive money from your friends 
and family. It's as quick and secure as internet banking, so you can put your trust in it. 
It's also been certified by the Reserve Bank of India, ensuring that it follows all financial 
requirements. 

 Money Saving: The wallet also helps you to save money on a regular basis by offering 
numerous cash back options. Thousands of individuals use these offers every day, so 
they are completely trustworthy.  

 
DISADVANTAGES OF PAYTM 

 High Transaction Charge – If you want to transfer money to your bank account, the 
transaction fees with Paytm are rather hefty. The transfer fee is 4%, which implies that 
moving Rs 10,000 to the bank will cost you Rs 400. This should unquestionably be 
minimized.  

 Losing Phone is a Risk – If you misplace your phone, you risk losing money as well. 
If you don't have a password for your phone, anyone can use your Paytm account to 
send money.  

DATA ANALYSIS AND INTERPRETATION 

4.1.10 Prefer Paytm over other modes of payments 

             Respondents prefer Paytm over other modes of payment because of time saving, ease 
to use, security, and convenience. The following table represent the frequency distribution of 
prefer Paytm over other modes of payments of the respondents. 

Table 4.1.10 Prefer Paytm over other modes of payments 

PREFERENCE FREQUENCY PERCENT 

Time saving 30 19.9 

Ease to use 37 24.5 
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Security 12 7.9 

Convenience 29 19.2 

Total 108 71.5 

(source: primary data) 

INFERENCE  

 The table given above shows the preference of Paytm over other modes of payments of 
the respondents. Out of the total sample of 108 respondents it has been found that 24.5% of 
the respondents prefer Paytm over other modes of payments for ease to use, 19.9% of the 
respondents prefer Paytm over other modes of payments for time saving, 19.2% of the 
respondents prefer Paytm over other modes of payments for convenience and 7.9% of security 
of the total respondents. 

Chart 4.1.10 Prefer Paytm over other modes of payments 

 

4.1.11 Purpose of using Paytm 

 The respondents are using Paytm for the purpose of money transfer, recharge, utility & 
bill payment. The following table represent the frequency distribution for the purpose of using 
Paytm of the respondents. 

Table 4.1.11 Purpose of using paytm 

PURPOSE FREQUENCY PERCENT 

Money transfer 26 17.2 

Recharge 20 13.2 

Utility & bill payment 13 8.6 
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All the above 49 32.5 

Total 108 71.5 

      (source: primary data) 

INFERENCE  

 The table given above shows the purpose of using paytm of the respondents. Out of 
the total sample of 108 respondents it has been found that 32.5% of the respondents are using 
for all the purpose, 17.2% of the respondents are using money transaction purpose, 13.2% of 
the respondents are using for recharge purpose and 8.6% of the respondents are using for utility 
and bill payment purpose. 

Chart 4.1.11 Purpose of using Paytm 

 

 

Obstacles faced while using Paytm  

           While using mobile wallet there are some difficulties in using Paytm like security issues, 
danger of losing money etc. The mean & standard deviation has been calculated to find the 
obstacles that affecting the Paytm. 

Table 4.2.1 Obstacles faced while using Paytm 

OBSTACLES MEAN STANDARD DEVIATION 

Security of mobile Paytm 3.81 1.305 

Too much of time consumption to setup 3.52 .966 
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Danger of losing money 3.47 1.105 

Cannot be used for international transaction 3.60 1.072 

 

INFERENCE  

 It is noted from the above table that the obstacles “security of mobile Paytm” is ranked 
as first, “cannot be used for international transaction” is ranked as second, “too much of time 
consumption to setup” is ranked as third and “danger of losing money” is ranked as fourth.It is 
concluded that the security of mobile Paytm and cannot be used for international transaction are 
highly affected by the obstacles of using Paytm. 

FINDINGS, SUGGESTIONS AND CONCLUSION: 

 Out of the total sample of 151 respondents it has been found that 71.5% of the 
respondents are aware and 28.5% of the respondents are unaware. It is observed that 
majority of the respondents are aware of Paytm (71.5%). 

 Out of the total sample of 108 respondents it has been found that 24.5% of ease to use, 
19.9% of time saving, 19.2% of convenience and 7.9% of security. It is inferred that 
majority of the respondents prefer Paytm for ease to use (24.5%) and least respondents 
were not prefer Paytm for security issue (7.9%). 

 Out of the total sample of 108 respondents it has been found that 32.5% of the 
respondents are using for all the purpose, 17.2% of the respondents are using money 
transaction purpose, 13.2% of the respondents are using for recharge purpose and 8.6% 
of the respondents are using for utility and bill payment purpose. It is observed that the 
most of the respondents are using Paytm for the purpose of money transfer, recharge 
and utility and bill payment (32.5%). 

 It is noted that the obstacles “security of mobile Paytm” is ranked as first, “cannot be 
used for international transaction” is ranked as second, “too much of time consumption 
to setup” is ranked as third and “danger of losing money” is ranked as fourth. It is 
concluded that the security of mobile Paytm and cannot be used for international 
transaction are highly affected the obstacles of using Paytm. 

SUGGESTION: 

 Paytm should keep on adding good features to the application. 

 Paytm application should add safety and security features so that it minimizes its risk. 

 Paytm app should promote their services through various media. 

 Paytm application should use discounts and offers to make customer use their services. 

 Paytm is currently performing well in terms of privacy but it has to work upon 
transaction time and bring about innovation to increase customer satisfaction. 

V. CONCLUSION 

 Paytm supports their customers to transfer their payments in the simplest method. It is 
a good digital wallet application to download because of its wide network of partners and this 
feature makes it convenient while travelling. From the data analysis, it is clear that most of the 
people are aware about the various services of Paytm and they use it in maximum extend. It has 
been observed that convenience, ease of use, security, multi-utility and fast service are 
satisfactory. These factors significantly affect the satisfaction level and use of Paytm application. 
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Majority of the respondents accept that Paytm as an alternative to the cash and card transactions 
and it plays an important role in supporting growth towards Digital India. After the 
demonetization of Rs.500 and Rs.1000 notes, Paytm has significantly influenced the society. 
From the study it is understood that after the demonetization Paytm has taken steps to increases 
its market share within a short span of time.Flexible services provided by the Paytm are 
satisfactory and it is a solution to the Indian Demonetization. 

 

 

 

 

 

 
 

 

 

 
 

 
 

 

 

 
 


