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ABSTRACT:

Mobilewalletshavebecomeanintegralpartofmodernlife,helpingindividualsstayorganisedandkeep track of
their finances wherever they go. Mobile phone users are growing more open to theintroduction of new
technology for the sake of their own convenience. Mobile phone users like theportability and
adaptability of online payment methods. Because to the nature of mobile devices, this
isthecase.Intoday'sfast-pacedworld,itmaybechallengingtodoeventhemostbasicdailytasks,suchas grocery
shopping, utility bill payment, insurance enrollment, and phone charging, since people
justdon'thavethetimetositdownandunwind. Withtheadventofdigitalwalletsstockedwithcouponsand deals,
the payment system is entering a newera. Asa consequence of technological progress,weare seeing this
transformation. As a result, innovative services like Google Pay and Phonepe have beendeveloped to
calm customers' nerves. A sizable fraction of the population has downloaded this app ontotheir
smartphones since it has simplified their lives. The goal of the research was to gauge the level
ofcontentment of customers with various digital payment options, with a focus on Google Pay
andPhonePe. The research aims to analyse consumers' thoughts on the advantages and disadvantages
ofGoogle Pay, as well as to identify the variables that cause customers to favour Google Pay
overalternative payment methods. Primary and secondary sources will be used for data collecting. With
asample size of 50 people. Primary data was gathered from respondents using online

questionnaires,whichallowedfor theuseofaconvenient sampling method.

KEYWORDS:MobileWallet,CustomerSatisfactionlevels,Highsecurity,contactlessPayments.
I INTRODUCTION:

A measure of business ‘success, customer satisfaction measures how satisfied consumers are with
thatbusiness’offerings.It'sametricforgaugingthesatisfactionofacompany'sclientele. Obtainingconsumer
feedback in the form of surveys and evaluations may provide businesses valuable

informationabouthowtheycanshapetheirofferingstobettermeettheneedsoftheirclientele. Thefirmmayuse
Page No: 1



Journal of Vibration Engineering(1004-4523) || Volume 23 Issue 7 2023 || www.jove.science

this information to enhance its current offerings. Every firm worth its salt will put its clients' wants
andneeds first and strive to exceed their expectations in every way. This is true for every kind of
companyor organisation, whether they specialise in manufacturing, retail, wholesale, government,
service, orcharity. Customer satisfaction may be defined as the level at which a company's goods or
services meetor exceed the expectations of its consumers. The extent to which a company's customers
are happy withthat company's performance is another definition of customer satisfaction. To
paraphrase, customersatisfaction may be thought of as how content a customer is with the results of
their interactions with acompany. The amount of satisfaction a client has with a company is based on
more than just the qualityof their individual transactions with that business; it also considers how they
feel about their contactswiththefirm as awhole.

II UNDERSTANDINGTHECONCEPTOFMOBILEWALLET:

A mobile wallet is a virtual wallet that saves information about payment cards on a mobile
device.Mobilewalletsarealsoknownasdigitalwallets.Usingamobilewallettomakepaymentsatstoresisan

easy and handy option for users. Mobile wallets are secure applications that may be used to store
avariety of documents, including credit cards, bank information, and other financial instruments.
Severalmodern smartphones already come pre-installed with a mobile wallet that is safe to use. The
moderncustomer either does not have enough time or, as a result of the Covid 19 recall, consumers are
thinkingmore about safety. Consumers continue to depend on credit or debit cards, but the simplicity of
mobilewallets means that actual cards are no longer needed. This frees up customers' wallets for other
uses.Since the implementation of Covid, many consumers are reluctant to give over their credit cards
andallow a stranger to handle them or swipe them through a machine. A customer may make a
purchaseusing contactless technology by tapping their contactless card or holding their smartphone
close to acard reader that is compatible with contactless technology. Customers are increasingly shifting
towardsmore contactless payments and mobile wallets in the wake of a new national awareness about
safety, aswell as the need to maintain social distance and restrict interaction during transactions.A
mobile walletis an electronic device that allows its user to conduct financial transactions associated with
e-commerceand m-commerce. These deals might include the exchanging of cash or the archiving of
digital data. Inthis context, the term "mobile wallet" is often used to refer to the kind of electronic
device beingdiscussed. To do this, one must use both the internet connection capabilities of their
smartphone andtheir smartphone's ability to make transactions.Mobile wallets are aconvenient and safe
way tokeepall of your online payment information in one place, regardless of the sites or services you
use to makepurchases.Forobviousreasons—convenienceandsafety—

mobilewalletsareontheriseinpopularity.
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Electronic wallets (e-wallets), digital wallets (digital wallets), and mobile wallets (mobile wallets)
arevariousnamesforthesamething:adigitalwalletthatmaybecarriedonamobiledevice(e-wallet).This  may
be used in tandem with mobile payment systems, which provide customers the opportunity tobuy things
using their own cellphones or tablets. If this were available, it would be a great option forconsumers. As
this is conjugable with mobile payment systems, it may be used in tandem with suchsystems. Why?
Because it pairs well with mobile payment systems. A mobile wallet may store not justcash returns but
also the information associated with loyalty cards, digital discounts, and other enticingbonuses. While
the vast majority of Indians lack access to traditional forms of plastic money like creditor debit cards,
theubiquitous mobile phone is rapidly becoming a technology that servesasa catalystfor the growth of
innovative digital payment options. This is due to the convenience of digital paymentsmade using a
mobile phone. To rephrase, mobile phones are quickly becoming into gadgets that canpermit several
forms of payment. Digital and wallet payment systems are poised to become the next bigthing in the
financial markets as e-commerce rapidly emerges as a dominant force in business. Thereason for this
shift is the many benefits that digital and wallet payment systems provide over moreconventional
options. This is because non-banking payment options, such as electronic purses andmoney, provide an
alternative to traditional banking. It's no secret that two of the most popular andreliable mobile wallet
apps on the market today are PhonePe and Google Pay. Similarly, PhonePe israpidly expanding its user
base, and is already among the most popular mobile wallet apps. One of themost popular mobile wallet
apps is PhonePe. Since mobile wallets are growing in popularity, everyperson on the planet might be a
potential client for a mobile wallet service provider. For a business tosucceed financially, it is essential
that customers make use of the mobile wallet service. One of the mostimportant goals of every business
is to ensure that its customers are satisfied with the quality of itsgoods and services. Companies who
put in the extra effort to provide a superior experience for theirclients will likely come out on top in the
mobile payment space. It is well-known that customers haveconsiderablesway onthe futureofboth high-

quality serviceand technicaladvancement.

I REVIEWOFLITERATURE:

Mobile Wallet Payment, as Vijayashri Machindra Gurme concludes in his 2017 article "A Survey
onCustomer Acceptance of Mobile Wallet Payments with Reference to Kothrud Area, Pune, India," is
asizable platform of new technology that promotes the functions of financial institutions in India
viamobiletechnologyandalsohelpsincreasethenumberofcustomerstheseinstitutionshave. Thereisstillaneed

tospreadknowledgeaboutandgetacceptanceformobilewallerservices,evenifeveryone
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already has a smartphone or other mobile device. These services are stress-free and pleasant, with
noproblems or interruptions. In his paper "A Study on Customer Satisfaction of Mobile Wallet services
byPaytm" (2019), Saviour F claims that Paytm's widespread popularity is due to the fact that its users
arewell-informed about the app and make full use of all of its features. Paytm's rising popularity
amongyoung people has led to an increase in the usage of the service for monetary transactions
amongstudents. Customer satisfaction is at an all-time high because to Paytm's performance. In order to
savethe time and money spent on individual bank visits for the purpose of completing financial
transactions,the widespread adoption of a service known as Mobile Wallet is now proving to be more
beneficial tosociety as a whole. After the recent demonetization of the Rs. 500 and Rs. 1000 notes,
Paytm has had aprofound effect on Indian society. Smartphones, PDAs, and other mobile electronic
devices are allincluded in the definition of "mobile device".Wireless communication technologies, such
as mobiletelephony networks, are used by mobile payment systems (Dr Naveen Prasadula). In addition
to payingbills, mobile devices are also utilised for mobile marketing and mobile ticketing. Cash, credit
cards,debit cards, and even online bill pay might eventually be rendered obsolete by mobile
payments.Researchers Nimako et al. (2012) examined "An assessment and examination of customer
contentmentwith administration conveyance of mobile media transmission networks in Ghana." The
goal of thisstudy was to conduct a survey of Ghanaian consumers and analyse their responses about the
ease withwhich they were able to receive and send different forms of portable broadcast
communications.
Basedonthedatacollected,itseemsthatconsumersatisfactioninGhanaislowdespitethecountry'sabundanceof
telecomproviders.Customersatisfactionwasalsosubparcomparedtowhatwasexpected. Results indicate
that consumer satisfaction is high across all forms of media transmission inGhana.

vV THERELEVANCEANDIMPORTANCEOFTHESTUDY:

The planet we now inhabit has no limits on its potential for growth and development. Merchant
bankersusedtobetheonestostartfinancialdealsbackwhenproperaccountmanagementwasn'tinplace.Better

record keeping has been possible because to the increased sophistication of the financial sector inrecent
decades. You may do anything from buying and selling goods to transferring funds to checkingaccount
balances to updating addresses to making payments and recharging gadgets online. Onlinebanking
consistently extends a wide selection of services to its users. Google Pay, along with Phonepe,is one of
the most widely used programmes for making online payments and other financial activities.Mobile
wallet-related businesses, especially in India, face an enormous opportunity right now.

Quicktransactions,costandtimesavings,increasedconvenience,andmorearejustsomeofthemain
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advantages of these mobile wallets. As a country, India is gradually abandoning traditional wallets
infavour of mobile payment systems. Right now is a pivotal time as we shift from utilising
cumbersome,bulky wallets to more manageable, flexible alternatives. Thanks to the one-touch payment
function thatprocesses everything swiftly in parallel, we can now pay for almost everything with a
single action. Thelndian government encouraged the growth of these wallets, and their popularity has
only increased overthe years. Around 95% of all transactions were monetary exchanges prior to the
demonetization andafter the installation of COVID 19. Nevertheless, only 85% of workers have
actually received theirpaychecks.

With a mobile wallet, you just have to press a button instead of entering your credit card

numberandpassword every timeyou make a purchase.

. Credit and debit card information may be stored so that payments can be made quickly and easily

atanytime.
Mobile Wallet payments will be made possible of instant payments transfer from one account

toanother accountorexchangemoney from onewallettoanotherwalletinfewfractionsofseconds

. You may also save additional papers like a pan card, Aadhar card, driver's licence, etc., in

digitalformat,making themeasy toaccessatany timefrom anytechnological device.

. Instantaneous mobile wallet payments will allow users to send and receive funds instantly from

anybankaccount or mobile wallet.Saferand moreunobtrusivethan usual.

\% LEARNINGGOALS:

1. Tostudythefactorsthatinfluenceconsumersin adoptionofmobilewallet

2. To analyses the effectiveness of mobile wallet payments in terms of
Security,Satisfaction,Risk,Flexibilityand speed.

3. Toidentifythemost prominent areaofdissatisfaction.

4. Tofindoutsuggestionstoimprovetheservices.
VI SCOPEOFMOBILEWALLETPAYMENTS:

Onthebasisofsurvey,thefollowingmobilewalletpaymentscopewereidentifiedwhichwouldstudy
about customer satisfactions with reference to Google pay and phonepe app inHyderabad.

1. Acceptanceofmobilewalletpayments.
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N

. Mobilewalletpaymentsavailability.
3. Highlevelofsecurity

4. SpeedandQualityofwalletpayments.
5. Flexibilityofmobilewalletpaymentsservices.
VIIT RESEARCHMETHODOLOGY:
The present study is based on primary and secondary data. Primary data was collected
from50 E-Wallet users through questionnaire method. Secondary data was collected from journals,
andvariousrelatedweb-sites.

TOOLSUSED:statisticaltoolsusedlikeSimpleAveragesand Percentages.

VIII ANALYSISANDINTERPRETATIONOFTHEDATA:
The data collected in research were not simply, it contains unnecessary information.

Andover or under emphasized facts. Therefore, only relevant data were included in the analysis.
Forbetter understanding, the collected data simply tabulated. Interpretation of the data is also given

tosharemeaningful information.

Genderdistribution

“Gender No.ofRespondents %
Female 45 90
Male 5 10
Total 50 100

Source:Primarydata

Interpretation

90%ofthecustomerbelongstofemaleand10% covers frommalecustomers.
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AgeDistribution
Age No.ofrespondents %
Below20yrs. 12 24
20-35years 31 62
35-50years 6 12
above50 years 1 2
Total 50 100

Source:Primarydata

Interpretation

Fromthecollecteddata62%aretheageof20-35yrs,24%arebelow20yrs,12%are35-50yrsofagegroup and

2%areaboveS0yrs of age group.

OccupationDistribution

No.ofRespondents

Occupation No.ofrespondents %
Student 27 54
Selfemployed 9 18
Jobholder 14 28
Total 50 100

Source:Primarydata
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Total
Jobholder

| E%

W No.ofrespondents
Selfemployed
Student
T I I/ I/ 1
0 20 40 60 80 100
ke
Interpretation

54%oftherespondentsarestudents,28%arejobholdersand18% areself-employed.

Incomedistribution
Income No.ofRespondents %
LessthanRs.15000 23 46
Rs.15000-Rs.30000 19 38
Rs.30000-Rs.45000 2 4
AboveRs.45000 6 12
Total 50 100

Source:Primarydata

Less than
Rs.15000Rs.30000- B No.ofRespondents

Rs.45000 %

Interpretation
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46%ofthecustomershavingincomelessthanRs.15000,38%aregettingRs.15000-
Rs.30000,12%areaboveRs.45000 and 4%areearningfrom Rs.30000 to Rs.45000.

HaveyoueverusedMobile Payment?

UsageofMobilepayment No.ofRespondents %
yes 50 100
no 0 0
Total 50 100

Source:Primarydata

W No.ofRespondents

B %
Interpretation
Fromthecollecteddatal 00%areusingmobilepayments.
Whichmobileapp doyouuse
Mobileapp No.ofRespondents %
Phonepe 13 26
Googlepay 10 20
both 25 50
other 2 4
Total 50 100

Source:Primarydata
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Total

other

both

Googlepay

Phonepe

20 40 60 80

100

H%

No.ofRespondents :

Interpretation

Fromthecollecteddata50%thecustomersareusingboththeappsi.e.,Googlepayandphonepe,26%areusingph

onepe,20%areusingGooglepayand4%areusingotherappsalso.

Moneyyouloadin yourMobilewallet

Amount No.ofRespondents %
Lessthan Rs.500 24 48
Rs.500-Rs.1000 14 28
MorethanRs.1000 12 24
Total 50 1007

Source:Primarydata

Interpretation

48% are the customers load less than Rs.500, 28% are loaded Rs.500 to Rs.1000 and 24 %

arecustomersloadedaboveRs.1000.
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Howlonghaveyoubeen usingMobileWalletapp

“Timeperiod No.ofrespondents %
Lessthan6months 12 24
6months-1Year 10 20
lyear-2yrs 13 26
>2yrs 15 30
Total 50 100

Source:Primarydata

B No.ofrespondents

0
< No.ofrespondents 0%
Qe TR S
oS T Ra e
e 1
<& @0
£ ©
\«Q'
Interpretation

30% of the respondents using Mobile wallets more than 2years, 26% are using from more than

lyear and less than 2year, 24 % are using from less than 6 months 20%b are using from more than

6monthsandless than 1year.

ConvenientofMobilewallet

Convenience No.ofrespondents %
Yes 36 72
No 2 4
Neutral 12 24
Total 50 100

Source:Primarydata

Interpretation

72%arefeelingconvenientwhileusingMobilewallet.24%areneutraland4%aresaysnotconvenientbyusing

Mobilewallet.

Problemfacingforpendingofpayments
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Paymentapp No.ofrespondents %
Googlepay 13 26
phonepe 7 14
Noneoftheabove 30 60
Total 50 100
Challengeswithoverduepayments
= 50
L EA N ey, |
~————___ | No.ofrespondents
Google h e L)
pay PRONEPE Noneof Total
theab
ove
Googlepay phonepe Noanbeoovf;c:he Total
B No.ofrespondents 13 7 30 50
"% 26 14 60 100
Source:
Primarydatalnterpre

tation

60%ofthecustomernotfacinganyproblemforpendingofpayments,26%isthecustomersfacingproblem

in Google payand 14%arefacingin Phonepe

IsMobilewalletappprovidingaccurateinformationforpurchasingprocess

Particular No.ofRespondents %
Stronglyagree 16 32
agree 8 16
Neutral 20 40
disagree 3 6
Stronglydisagree 3 6
Total 50 100”

Source:Primarydata

Interpretation

32%ofthecustomersarestrongly

agreethatMobilepaymentappprovidesaccurateinformationinpurchasingprocess,16%arethe

customersagree,40%neutral, and12%arenotagreed.

Tootimeconsumingtosign upforthefirsttime
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“Particular No.ofRespondents %
Stronglyagree 8 16
agree 8 16
Neutral 19 38
disagree 10 20
Stronglydisagree 5 10
Total 50 100

Source:Primarydata

Interpretation
38%ofthecustomersareneitheragreenordisagreeforthetimeconsumingforthesignforthefirsttime,32%area
greedit is tootimeconsuming,30%arenotatall feelasit istimeconsuming.

Mobileservicesareexcitingandenjoyable

Particular No.ofrespondents %
Stronglyagree 40 80
Stronglydisagree 10 20
Total 50 100

Source:Primarydata
Interpretation
80% of the customers strongly agrees that they are enjoying and exciting and 20% are

not.MobilewalletappwilluseyourPersonalinformationforotherpurposeswithoutyouauthoriza

tion.

Particular No.ofrespondents %
Stronglyagree 30 60
Stronglydisagree 20 20
Total 50 100”

Source:Primarydata

Interpretation
60%arethecustomersstronglyagreethattheirinformationcanbeusedforotherpurposewithouttheirpermissio
nand 20%are stronglydisagreed.

AreyoubelieveMobilewalletservicesproviderskeepcustomerinterestinmind

“Particular No.ofrespondents %
Stronglyagree 45 90
Stronglydisagree 5 10
Total 50 100

Source:Primarydata

Interpretation

90%ofcustomersstronglyagreethat mobilewalletservicesareaccording

tocustomerinterest.10%ofthecustomers stronglydisagrees that MWarenot accordingto

customerinterest.
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IsMobilewalletmeets yoursneedandexpectation

Particular No.ofrespondents %
Stronglyagree 41 82
Stronglydisagree 9 18
Total 50 100

Source:Primarydata

Interpretation

82% of the customers strongly agree that mobilewalletservicesmeetcustomer
needandexpectation.18%ofthecustomersstronglydisagreesthatM Warenotaccordingtocustomerneedan
dexpectation.

Appprovidingtransaction historiesarestoredforlongerperiodoftimeandinformative

App No.ofrespondents %
Googlepay 11 22
Phonepe 7 14
both 31 62
other 1 2
Total 50 100”

Basis:Primarydata

Interpretation

62% are agreed that MW apps stores transaction history for longer period of time and it follows
as22% are said in Google pay, 14% are said in phonepe and 2% are said that other Mobile wallets

alsoshowsthetransaction history.

IX EXCEPTIONSTOTHESTUDY'SRESULTS:
InadequaciesoftheStudy:

1. The data is completely reliant on the opinion of the respondents, which may
beskewed.
2. ItcoversonlythegeographicalareaofHyderabad.

3. Mobilewallet concentratedmoston Googlepayand phonepayonly

X CONCLUSION:

The proliferation of both the production and usage of wallets may be attributed to a variety of
causes,including wider access to the internet, greater broadband speed, and gadgets that can depend on
thatbandwidth to offer a new user experience. Its expansion is being fueled by a variety of causes, one

ofwhich isthe proliferationof internetconnectivity. The aforementionedfactorsarelargelypropellingthe
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widespread adoption and use of digital wallets. The convergence of these variables was the single
mostcrucial element in its rise to prominence. In order to assess how satisfied customers are with
mobilewallets, a research is now being conducted, and its impetus comes from a broad range of
competingviewpoints. Even though it's tough to anticipate how technology will develop, the research
being doneright now is motivated by a few different viewpoints. Mobile wallets are rapidly gaining
popularity as apractical means of conducting transactions on the go. An increasing number of people
are buying them.This is because people who make use of mobile wallets tend to carry far less cash
around with them.The study's primary purpose was to analyse the various customer experiences that
participantshadwhile using mobile wallets and to draw conclusions based on those findings. The
research concludesthat the user-friendliness, speed, security, efficiency, and convenience of mobile
wallets are closelyrelated to the degree of customer satisfaction with mobile wallets. This evidence
lends credence to theview that mobile wallets should be tailored to individual users' requirements. This
research bolsters
theideathatmobilewalletsshouldbedesignedtoaccommodateuserpreferences. Thisinformationsupports the
assumption that the aforementioned features should be accounted for in the development
ofmobilewallets.Y oumayconcludethatourresearchishelpfulinunderstandinghowmobilewalletusers — rate
their level of satisfaction. This is an inference that can be drawn from the data. Taking intoaccount all
of the facts, this interpretation is certainly possible. A customer's happiness and contentmentmight be
influenced by any number of unique factors. The satisfaction of the client, the availability ofother
payment methods, discounts, the degree of efficiency, the amount of cash back provided, and thelevel
of risk involved are all factors to be taken into account. The user interface's ease of use is
alsoimportant. Theseaspectshadapartindecidinghowwellthebuyers' expectationswere fulfilledthroughout
the purchasing process,and hence their level of satisfaction. The findings of this researchnot only add
weight to the concept, but also shed light on the need of ensuring customer satisfactionwith mobile
wallets. This outcome may be directly attributed to the fact that the importance of thissubjectwas just
lately brought to thenoticeofthe general public.
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