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EXECUTIVE SUMMARY 

The goal of this study is to identify and test hypotheses based on a literature review 

to establish the variables influencing the continued use of E-wallet in India. To 

establish a comprehensive model for examining the major factors driving the 

continued usage of E-wallet, this study included notions of Usefulness, Ease-of-use, 

grievance redressal, and monetary value. The objective of the research is 

explanatory, i.e., to establish a causal relationship between the variables utilizing 

quantitative data collection and analysis, employing positivist philosophy and logical 

technique. 

The data collecting instrument, an online questionnaire, was created utilizing 

questions from several literature sources and pilot tested for validity and reliability. 

The theoretical framework was tested using data acquired from 81 E-wallet users via 

convenience sampling and reliability was tested using Cronbach’s alpha. To examine 

the data and validate the hypotheses, descriptive statistics such as pie charts, 

percentages, correlation analysis and regression analysis were employed. 

The majority of respondents planned to keep using E-wallets. All of the assumptions 

were confirmed, with ease-of-use having the biggest positive impact on usefulness of 

the constructs studied. Grievance resolution, trust, and security and privacy all had a 

moderately beneficial impact on e-wallet use. In contrast to earlier studies, security 

and privacy had a far larger effect on trust than perceived grievance redressal. This 

study adds to the growth of knowledge in the electronic money industry and E-wallet 

marketing by providing insights into E-wallet motivating elements.  
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CHAPTER 1| INTRODUCTION 

1.1 Background 

An e-wallet is an electronic card that may be used to make online purchases from a 

computer or smartphone. It works in the same way as a credit or debit card. An E-

wallet must be linked to the user's bank account in order to make payments. Without 

needing to swipe a debit or credit card, e-wallets may be used to purchase everything 

from plane tickets to groceries. In the fiscal year 2021, India's E-Wallet payments 

amounted more than 53 billion Indian rupees. This is a significant increase above the 

previous fiscal year's amount of 20.7 billion Indian rupees. BHIM, a mobile payment 

software, has eclipsed debit card payments as the most popular cashless payment 

option since 2018. The value of BHIM transactions increased between 2018 and 2021. 

India is a growing country with 40 main e-wallet companies now competing for market 

dominance by giving huge discounts to bargain-hungry clients. Paytm, the first E-

wallet, was launched in 2010 and has already surpassed 100 million app downloads as 

well as collaborating with 7 million merchants. Though the many e-wallets differ in 

terms of the services they provide and the rules under which they may be used, they 

all operate on the same premise, in that they are app-based and money can be saved 

and moved without the use of a bank account. 

In India, cash has long been the favored means of payment. However, in late 2016, the 

government implemented currency demonetization, which resulted in an immediate 

cash shortage in the economy, tipping the scales in favor of e-wallets. E-wallets 

accounted for more than 30% of total e-commerce transactions in India in 2017, up 

from a meagre 7% in 2013. 

1.2 Problem Statement 

In India, the e-wallet as a payment method is less than a decade old. This field of 

research is still in its early stages of development and expansion. Furthermore, the 

rapid surge in subscriptions following demonetization, followed by a reduction in E-

wallet usage, necessitates an understanding of the elements that influence whether 

consumers continue or cease using this technology. 
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The adoption and sustained use of the technical advancements are favorably influenced 

by utility and simplicity of use, according to the majority of research conducted 

throughout the world. Furthermore, in recent years, experts have discovered that 

security and trust are major elements influencing technology acceptance and usage, 

particularly in systems involving e-commerce and digital payments. 

1.3 Objective of the study 

The goal of this study is to investigate the factors influencing the ongoing usage of e-

wallets in India, by conducting a literature review to find components that may have a 

major impact on the desire to continue using them.  

• To establish a causal link between the discovered structures and sustained e-

wallet usage. 

• Contribute to the progress of knowledge in the fields of electronic money and 

digital payment systems. 

• Validation or refutation of hypotheses produced, as well as comparison of 

findings with earlier research. 
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CHAPTER 2| LITERATURE REVIEW 

• Ulfy, et al., (2020) this research concluded that privacy and security are two 

key features that e-wallet providers should emphasize in order to generate a 

favorable intention among consumers. If customers' privacy and security are 

not sufficiently secured, they may be unwilling to adopt e-wallet technology. 

• Intarot, Beokhaimook, (2018) stated in his study that behavioral desire to 

utilize an E-wallet is significantly influenced by performance and effort 

expectations. The E-Wallet User Interface is expected to be simple and 

straightforward to use. The user interface should respond quickly when 

displaying their account balance. Some elaborate UI may cause the E-Wallet 

to respond slowly, causing the user to get apprehensive. 

• Pachare, (2016) concluded that demonetization signaled the beginning of the end 

of the battle digital wallets and their suppliers. Digital wallets are poised for 

broad adoption by merchants, customers, and the market. 

• Pai H, (2018) stated that security issues are one of the most major hurdles, since 

customers are anxious about their personal information being exposed. As a 

result, digital wallet providers must understand and meet the trust and 

expectations of their customers. In India, digital wallets are becoming more 

popular as people rely on the digital lifestyle to make things easier and faster, 

and they are welcoming digital wallets with open arms. 

• Aji, et al., (2020) the research founded thar during the COVID-19 epidemic, 

perceived risk and perceived utility had a direct impact on the desire to utilize 

e-wallets. The influence of government assistance on the desire to use e-wallets 

is totally mediated by perceived utility, according to this study. 

• Batra, Kalra, (2016) the research suggests that there is a sizable untapped 

market for digital wallets, both in terms of raising awareness and usage. The 

major motivations for adopting wallets were discovered to be time savings and 

convenience of use. Their main worry, though, was the security of the money 

they were transacting. The main challenges to adoption are security concerns, 

such as the fear of losing money, and the inability to conduct international 

transactions. 

• Singh, Rana, (2017) this research stated that the respondents only saw a 

difference in significance when it came to their educational level. It appears 
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that the customer's degree of education has an impact on digital payment 

uptake. If a person has completed secondary school and is computer literate, 

he or she will be more likely to use the digital payment method. 
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CHAPTER 3| RESEARCH METHODOLOGY 

3.1 Research design 

In this study, descriptive research was used. The survey method was utilized to gather 

data from respondents. 81 respondents were given questionnaires to fill up. 

This was an explanatory study since it attempted to demonstrate a causal relationship 

between variables and their influence on e-wallet use by testing hypotheses. As a 

result, this study employed positivist philosophy and a logical technique to support or 

deny current research in the context of e-wallet usage persistence intentions. In social 

research, hypotheses are primarily used to direct empirical investigation. As a result, 

the technique was deemed acceptable for achieving the research's objectives and 

ensuring construct validity and reliability. 

The structure for data gathering and analysis is known as research design. Choosing a 

study design can be influenced by research goals such as demonstrating causal 

relationships between conceptions, law-like generalizations, and empirical 

investigation of social behaviour. Hypotheses are evaluated using statistical processes 

in the deductive approach, and the data must be value-free, therefore quantitative data 

gathering and analysis methods were deemed the most appropriate. Surveys are the 

best research strategy for quantitative research. Because it provides for reaching a large 

audience, collecting quantitative data, and relatively objective data analysis using 

descriptive and inferential statistics, surveys are the best research strategy for 

quantitative research. 

3.2 Sources of data 

The study is based on Primary Sources of data. Data was collected by circulating 

questionnaire created on Google Forms. Questionnaire was selected because of 

advantages such as cheaper cost, flexibility, broader reach, and impartial data 

collecting. However, it has drawbacks such as question misunderstanding, uneducated 

participants, missing data, and a limited area of data collecting. 

The questionnaire asked about the respondents' demographic profile, the components 

assessed, and their intention to continue. Closed questions were used in the survey 
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because they are simple to process, replies are comparable, and the variability of 

responses is reduced. The researchers employed odd-numbered 5-point Likert scales, 

which are preferred over even-numbered scales due to their ease and ability to better 

capture the replies of the participants. To guarantee consistency, reliability, and 

validity of the replies and eliminate error from misinterpretation of questions, several 

questions (at least four per component) were asked to measure each construct. The 

questions were brief and basic, with no negative questions or obscure words. 

A five-respondent pilot-test of the questionnaire was undertaken to improve the 

questionnaire, check the validity of the questions, and estimate the likely dependability 

of the data to be obtained. 

3.3 Sampling 

Respondent information was gathered by sampling. A total of 81 people were 

surveyed. It was double-checked to make sure all 81 replies were correct. Pie charts, 

mean scores, percentages, reliability analysis, regression analysis, and correlation 

analysis were utilized to examine the data, make conclusions, and validate the 

hypotheses in both qualitative and quantitative ways. Usefulness, Ease-of-use, 

Grievance Redressal, Trust, Security & Privacy, and Monetary Value are all 

examined using 5-point Likert scales.  
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CHAPTER 4| ANALYSIS & DISCUSSION 

4.1 Data analysis 

Reliability analysis 

Figure 4.1.1  

 

It can be seen in the above table Alpha Cronbach was used to find out the reliability 

of the study. A value higher than 50% is considered reliable. In this, the value of Alpha 

Cronbach comes out to be 0932. This means that that information collected from the 

questionnaires is reliable. Measuring Reliability of questionnaires is important because 

it helps in ensuring the effectiveness of testing hypotheses. 

Demographics analysis 

Table 4.1.1 
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Table 4.1.2 

 

Table 4.1.3 

 

Table 4.1.4 
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Table 4.1.5 

 

Table 4.1.6 
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Figure 4.1.2  

 

The gender of the individuals who have been asked to participate in the study. Males 

made up 58 percent of the population, while females made up 42 percent. It is crucial 

information since it allows us to examine and analyze the perspectives and opinions of 

those who participate to the research. The influence of advertising and innovations on 

client purchasing behaviour is thoroughly evaluated. 

Figure 4.1.3 

 

According to the graph above, the age of the respondents who took part in the study 

was. According to the data, 76.5 percent of the persons were between the ages of 18 

and 25, 17.3 percent were between the ages of 25 and 35, 4.9 percent were between 

the ages of 35 and 50, and 1.2 percent were beyond 50. The data demonstrates that 

people of all ages were able to express their perspectives and opinions, allowing us to 

get a wide range of information from the participants in the study. 
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Figure 4.1.4 

 

Most of the participants were employed or students. 25.6% were employed and 4.9% 

were parttime employed. 58% were students and 7.4% were unemployed. 

 

Figure 4.1.5 

 

45.7% of the respondents had an income below ₹2,50,000, while 9.9% earned above 

₹10,00,000. 24.7% of participants earned between ₹250001-₹500000 and 19.8% 

earned between ₹5000001-₹1000000. 
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Figure 4.1.6 

 

More than 70% of the respondents had Masters/PHD/Advanced Professional Degrees, 

and 22.2 percent of the respondents had a university degree. Having highly educated 

participants might indicate that they were well-informed and comprehended the 

questionnaire, therefore enhancing the trustworthiness of their replies. 

Figure 4.1.7 

 

According to the statistics gathered, 85.2% of customers used Paytm, bringing some 

consistency to the E-wallet experience. PhonePe was used by 61.7% of respondents, 

and Gpay was used by 82.7% percent. It's possible that the replies and conclusions are 

more applicable to these three e-wallets. 

 

Measuring constructs 

All construct-related questions were graded on a 5-point Likert scale, with replies 

receiving one of the following scores: 
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The constructions were determined by averaging all of the replies to a question, with 

a maximum score of 5 and a minimum score of 1. Because 3 represents neutral, a score 

over 3 indicates positive correlation between variables, whereas a score below 3 

indicates negative correlation. 

 

Constructs used in analysis are: 

• Usefulness: 

Five questions were posed about the perceived usefulness of e-wallets and their 

influence on respondents' usage intentions. 

 

Figure 4.1.8 

 

E-wallets were deemed to be beneficial for over 87% of participants (39.5 

percent agreed and 48.1 percent strongly agreed) when it came to managing 

personal payments. 
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Figure 4.1.9 

 

In terms of improving the shopping experience, more than 87% of respondents 

(30.9 percent agreed and 48.1 percent strongly agreed) said e-wallets had a 

beneficial impact. Only 4.9% of respondents disagreed, while the remaining 16 

percent were undecided. 

 

Figure 4.1.10 

 

85.2 percent of respondents thought e-wallets were appropriate in most 

settings, while 4.9 percent objected and 9.9% were undecided. It can be 

inferred from this chart that E-wallets are prevalent everywhere now a days. 
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Figure 4.1.11 

 

Over 77.8% respondents believed e-wallets to be efficient but around 6.2% 

disagreed/strongly disagreed and 16% of respondent were not sure about it. 

 

Figure 4.1.12 

 

This question attempted to evaluate the significance of utility in making a usage 

decision Nearly 85.1% of respondents cited usefulness as a factor for using e-

wallets.  

 

• Ease-of-use: 

The perceived Ease-of-use of e-wallets and its influence on the perceived 

utility and usage intention of respondents were the subjects of five questions. 
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Figure 4.1.13 

 

People deemed e-wallets to be easy to use in a majority of cases (32.1 percent 

agreed and 56.8 percent strongly agreed). 

 

Figure 4.1.14 

 

E-wallets can be used anytime, wherever, according to 65.4 percent of 

respondents (32.1 percent agreed and 33.3 percent strongly agreed), whereas 

12.1 percent disagreed and 22.4 percent had no view. 
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Figure 4.1.15 

 

Over 91.3% of respondents thought that simplicity of use improved usefulness. 

Very few disagreed with this statement (around 1.2%). 

 

Figure 4.1.16 

 

Similarly, Ease-of-use was cited by over 88.9% of respondents as a motivating 

reason for using e-wallets. 

 

• Security & Privacy: 

Five questions were asked on the perceived security & privacy of e-wallets and 

how it affected respondents' perceptions of their utility and intent to use them. 
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Figure 4.1.17 

 

E-wallet was deemed a safe payment option by 70.4 percent of respondents 

(43.2 percent agreed and 27.2 percent strongly agreed). The remaining 14.8 

percent took a neutral attitude, while the remainder disagreed. 

 

Figure 4.1.18 

 

Over 55.5 percent of respondents said e-wallets were fraud-protected (33.3 

percent agreed and 22.2 percent strongly agreed), while 34.6 percent had no 

opinion and the rest disagreed. 
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Figure 4.1.19 

 

E-wallets are thought to guarantee privacy by 55.6 percent of respondents (30.9 

percent agreed and 24.7 percent strongly agreed), whereas 11.1 percent 

disagreed and 33.3 percent had no view. 

 

Figure 4.1.20 

 

E-wallet transactions were deemed to be error-free by 62.9 percent (44.4 

percent agreed and 18.5 percent strongly agreed), 27.2 percent were indifferent, 

and the remainder disagreed. It's worth noting that a quarter of those polled 

decided to have no opinion/take a neutral attitude on whether or not 

transactions are error-free. This might be due to the fact that e-wallet use is still 

relatively young, and the respondents haven't had enough experience to build 

firm judgments and be confident in their perceptions of security and privacy. 
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Figure 4.1.21 

 

Furthermore, security and privacy were chosen by roughly 69.1% of 

respondents (33.3 percent agreed and 35.8% strongly agreed) to affect trust in 

e-wallets. 22.2 percent were undecided/strongly disagreed, while the remainder 

were neutral. 

 

• Grievance Redressal: 

Five questions were asked on the relevance of grievance redress, its influence 

on e-wallet trust, and respondents' desire to continue using them. 

 

Figure 4.1.22 

 

A competent e-wallet grievance redressal system is needed, according to 90.2 

percent (38.3 percent agreed and 51.9 percent strongly agreed). 
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Figure 4.1.23 

 

The present complaint resolution is transparent and effective, according to 

slightly more than 54.3 percent of respondents (25.9% agreed and 28.4% 

strongly agreed). 38.3 percent said they were neutral, while 7.4 percent said 

they disagreed. 

 

Figure 3.17 

 

Approximately 86.4 percent of respondents (35.8% agreed and 50.6 percent 

strongly agreed) stated that grievance resolution was required to trust e-wallets. 
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Figure 4.1.24 

 

Despite the fact that the existing view of grievance redress is good but low, 

over 66.7 percent of respondents said they would use e-wallets if the current 

complaint resolution system was in place. 

 

• Trust: 

Customers' faith in e-wallets was the subject of four questions, each of which 

had an influence on respondents' desire to continue using them. 

Figure 4.1.25 

 

Over 67.9% of respondents trusted their e-wallet provider (35.8% agreed and 

32.1 percent strongly agreed). 

 

 



23 

 

Figure 4.1.26 

 

The system has not resulted in any financial loss for slightly more than 83.9 

percent of respondents (46.9% agreed and 37 percent strongly agreed). 9.9% 

were undecided, while 6.2 percent were neutral. 

 

Figure 4.1.27 

 

Approximately 69.2 percent of respondents (45.7 percent agreed and 23.5 

percent strongly agreed) had faith in the business procedures of e-wallet 

providers. 
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Figure 4.1.28 

 

Because of their faith in the system and the service provider, 72.9 percent of 

respondents utilized e-wallets. 

 

• Monetary Value: 

 Five questions were asked about the monetary worth or benefits obtained from 

utilizing E-wallets, as well as their influence on intend to continue using them. 

 

Figure 4.1.29 

 

E-wallets were deemed to save money by 59.2 percent of respondents (44.4 

percent agreed and 14.8 percent strongly agreed), while 29.6 percent were 

neutral. 
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Figure 4.1.30 

 

Due of discounts and cash-backs, over 69.1% of respondents utilized e-wallets. 

 

Figure 4.1.31 

 

E-wallet transaction fees were assessed to be nil/low by slightly less than 72 

percent of respondents (38.3 percent agreed and 33.33 percent strongly 

agreed), whereas 4.9 percent disagreed and 23.5 percent couldn't react owing 

to a lack of clarity. 

 

 

 

 

 

 

 



26 

 

Figure 4.1.32 

 

In terms of total monetary value, 59.3 percent of respondents (32.1 percent agreed and 

27.2 percent strongly agreed) stated that e-wallets offered a better monetary value than 

traditional payment options. Almost 32% were undecided and took a neutral attitude. 

 

Figure 4.1.33 

 

Money was cited by 58 percent of respondents as one of the key driving 

motivations for using e-wallets, while 14.8 percent saw no link between 

monetary value and e-wallet use. 

 

• Continuance Intention of using E-wallet: 

In the survey, two questions were asked to determine if users intend to continue 

using the E-wallet. 
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Figure 4.1.34 

 

Figure 4.1.35 

 

85 percent of respondents said they planned to keep using e-wallets, and 76 

percent said they planned to use them instead of traditional payment methods. 

This demonstrates that e-wallets have the ability to pervade all sorts of trade 

and perhaps become one of India's principal payment methods. 
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Correlation analysis 

 

Figure 4.1.36 

 

Source/Own creation 

Correlation is an important technique for understanding the relationship among the 

constructs identified. From the table, it is found that the correlation between Ease-of-

use and Usefulness is 0.751. This shows that there is a positive correlation between 

Ease-of-use and Usefulness. It shows that there is a significant impact of Ease-of-use 

on Usefulness of E-wallet. Correlation between Ease-of-use and Continuance intention 

of using E-wallet is 0.651. This shows that there is a positive correlation between Ease-

of-use and Continuance intention of using E-wallet. Correlation between Monetary 

value and Continuance intention is 0.609. This shows that there is a positive correlation 

between Monetary value and Continuance intention. This shows Monetary value 

positively impacts Continuance intention of the user. Correlation between Security & 
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privacy and Trust is 0.706. This shows that there is positive correlation between 

Security & privacy and Trust of respondent on E-wallet. The above picture also shows 

that the correlation between Security & privacy and Continuance intention is 0.482. 

This shows that there is not much impact of Security & privacy on Continuance 

intention of respondents. The sample size for the research as mentioned above is 81. 

 

Regression analysis 

In this I have done linear regression analysis of those constructs for which we 

have made hypotheses.  

H01 - Ease-of-use does not influence the usefulness of e-wallets. 

H1 - Ease-of-use influences the usefulness of e-wallets. 

Table 4.1.7 

 

The regression analysis aids in the comprehension of the link between Ease-of-use and 

E wallet Usability. In this scenario, R indicates that the factors accurately predict the 

E-usefulness wallets by 75%. R2 has a value of 0.564. This suggests that the dependent 

variable Usefulness can be explained by Ease-of-Use 56 percent of the time. 

Table 4.1.8 

 

The ANOVA table explains the relationship between E-wallet Usefulness and Ease-

of-use. This variable explains 17.510 out of 31.049. The model's significance value is 
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less than 5%, indicating that it is a good match for describing the connection between 

the variables. 

Table 4.1.9 

 

The regression line that will be constructed based on the data that has been processed 

is shown in the coefficients table. The significance for Ease-of-use of E-wallet is less 

than 0.05, which indicates we reject the null hypothesis and accept the alternative 

hypothesis when the p is less than 0.05. The data in the table reveals that Ease-of-use 

has a significant influence on E-wallet Usability. According to the data in the table, 

Ease-of-use has a positive influence on E-wallet Usefulness (0.75). The beta values 

are the ones that represent the rate of change, therefore a change of 1 in Ease-of-use 

would result in a change of 0.75 in E-wallet Usefulness. 

H02 - Ease-of-use does not influence the continued usage of e-wallets. 

H2 - Ease-of-use influences the continued usage of e-wallets. 

Table 4.1.10 

 

The regression analysis is helping in understanding the relationship between Ease-of-

use with Continued usage of E wallet. In this case the R shows that the variables are 

65% predicting the Continued usage of E-wallet. The value of R2 is 0.424. This means 

Ease-of-use is able to explain 42% variation in the dependent variable continued usage. 
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Table 4.1.11 

 

The ANOVA table explains the relationship between continued E-wallet usage and 

Ease-of-use. This variable explains 19.506 out of 46. The model's significance value 

is less than 5%, indicating that it is a good match for describing the connection between 

the variables. 

Table 4.1.12 

 

The regression line that will be constructed based on the data that has been processed 

is shown in the coefficients table. The significance for Ease-of-use of E-wallet is less 

than 0.05, which indicates we reject the null hypothesis and accept the alternative 

hypothesis when the p is less than 0.05. The data in the table reveals that Ease-of-use 

has a significant influence on E-wallet usage. According to the data in the table, Ease-

of-use has a positive influence on E-wallet Continued Usage (0.65). The beta values 

are the ones that represent the rate of change, therefore a change of 1 in Ease-of-use 

would result in a change of 0.65 in Continued usage of E-wallet. 

H03 - Security and privacy does not influence the continued usage of e-wallet. 

H3 - Security and privacy influences the continued usage of e-wallet. 
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Table 4.1.13 

 

The regression analysis is helping in understanding the relationship between Security 

& privacy with Continued usage of E wallet. In this case the R shows that the variables 

are 48% predicting the Continued usage of E-wallet. The value of R2 is 0.232. This 

means Security & privacy is able to explain 23% variation in the dependent variable 

continued usage. This means that security & privacy does not have a great impact on 

the continued usage of E-wallet. 

 

Table 4.1.14 

 

The ANOVA table explains the relationship between continued E-wallet usage and 

security and privacy. This variable explains 10.679 out of 46. The model's significance 

value is less than 5%, indicating that it is a good match for describing the connection 

between the variables. 

Table 4.1.15 

 

The regression line that will be constructed based on the data that has been processed 

is shown in the coefficients table. The significance for security and privacy in E wallet 

is less than 0.05, which implies we reject the null hypothesis and accept the alternative 
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hypothesis when the p is less than 0.05. According to the data in the table, security and 

privacy have a minor influence on E-wallet usage. The beta values are the ones that 

represent the rate of change, therefore a change of 1 in Security & Privacy will result 

in a change of 0.48 in Continued use of E-wallet. 

H04- Monetary Value does not influences the continued usage of e-wallets. 

H4- Monetary Value influences the continued usage of e-wallets. 

Table 4.1.16 

 

The regression analysis is helping in understanding the relationship between Monetary 

value with Continued usage of E wallet. In this case the R shows that the variables are 

60% predicting the Continued usage of E-wallet. The value of R2 is 0.371. This means 

Ease-of-use is able to explain 37% variation in the dependent variable continued usage. 

Table 4.1.17 

 

The ANOVA table explains the relationship between continued E-wallet usage and 

monetary worth. This variable explains 17.052 out of 46. The model's significance 

value is less than 5%, indicating that it is a good match for describing the connection 

between the variables. 
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Table 4.1.18 

 

The regression line that will be constructed based on the data that has been processed 

is shown in the coefficients table. The monetary worth of E-wallet has a significance 

of less than 0.05, which implies we reject the null hypothesis and accept the alternative 

hypothesis. The data in the table reveals that monetary value has a significant influence 

on E-wallet usage. According to the data in the table, the monetary value has a 

favorable influence on E-wallet usage (0.60). The beta values are the ones that 

represent the rate of change, therefore a change of 1 in Ease-of-use will result in a 0.60 

change in E-wallet Continued Usage. 

4.2 Findings  

Paytm emerged as the most popular and extensively used E-wallet after analyzing all 

of the comments. Furthermore, because the male-female ratio was balanced, it may be 

concluded that the respondents' gender had no substantial effect or bias in their 

comments. E-wallets appeal to the younger generation, and the respondents' level of 

education and awareness of the system, as well as the availability of the necessary 

infrastructure, purchasing power due to employment/parental support, and a proclivity 

to be early adopters, may explain why the majority of the respondents were between 

the ages of 18 and 35. 

 

• Usefulness: 

Individual replies revealed that respondents viewed e-wallets to be beneficial, 

particularly in terms of personal payment management and efficiency. Over 85 

percent of respondents said they would keep using e-wallets because of the benefits 

of convenience. 

H01- Ease-of-use does not influence the usefulness of e-wallets. 

H1- Ease-of-use influences the usefulness of e-wallets. 
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Since the regression analysis shows p value or significance is less than 0.05. 

Therefore, alternate hypothesis (H1) is accepted. From this it can be concluded that 

Ease-of-use has great influence over the Usefulness of E-wallet. Coefficient table 

for the above hypotheses show that beta value of Ease-of-use is 0.751, which 

explains that if there is a change of 1% in Ease-of-use than Usefulness will be 

affected by 75%.  

 

• Ease-of-use: 

The vast majority of respondents regarded e-wallets to be simple to use, with a 

favorable outcome in terms of adoption in all locations. E-wallets are thought to 

be useful in over 65 percent of cases. In addition, there was a high positive 

association between Ease-of-use and the respondent's desire to continue using it. 

As a result, it can be concluded that simplicity of use has a substantial and 

favorable impact on the intention to use an E-wallet in the future. 

H02- Ease-of-use does not influence the continued usage of e-wallets. 

H2- Ease-of-use influences the continued usage of e-wallets. 

Since the regression analysis shows p value or significance is less than 0.05. 

Therefore, alternate hypothesis (H2) is accepted. From this it can be concluded that 

Ease-of-use has great influence over the Continuance intention of E-wallet. 

Coefficient table for the above hypotheses show that beta value of Ease-of-use is 

0.651, which explains that if there is a change of 1% in Ease-of-use than Continued 

usage will be affected by 65%.  

 

• Security & Privacy: 

H03- Security and privacy does not influence the continued usage of e-wallet. 

H3- Security and privacy influences the continued usage of e-wallet. 

There was moderate positive correlation between Security & Privacy of E-wallet 

and its Continued usage, which shows that users are not that much affected by 

security & privacy when it comes to use of E-wallet. A moderate security & 

privacy is enough for them in exchange of convenience they are getting from E-

wallets. 

Regression analysis shows p value or significance is less than 0.05. Therefore, 

alternate hypothesis (H3) is accepted. From this it can be concluded that Security 
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and privacy has influence over the Continued usage of E-wallet. Coefficient table 

for the above hypotheses show that beta value of Security & Privacy is 0.482, 

which explains that if there is a change of 1% in Security & privacy than Continued 

usage will only be affected by 48%.  

 

• Grievance Redressal: 

The importance of effective grievance resolution was universally acknowledged 

by respondents. To promote usage of the system, the majority agreed that the e-

wallets provided acceptable complaint resolution and confirmed grievance 

redressal. A small percentage of respondents had a neutral approach, which may 

be due to the fact that they had not encountered many circumstances requiring 

complaint resolution. Individual examples may skew perceptions rather than the 

general operation of the system. Despite the fact that it is an important factor, a 

small percentage of consumers would continue to use despite the present complaint 

resolution system, since respondents who agree to continue using are greater than 

those who agree that complaint resolution is vital.  

 

• Trust: 

67 percent of respondents preferred to use e-wallets because they trusted their 

suppliers. They had a reasonable degree of confidence and trust in e-wallet 

providers' business procedures, and the majority of customers made a good 

decision to continue using them. There was a moderately favorable relationship 

between trust and intention to continue. 

Almost all respondents stated that appropriate grievance resolution is a need for 

trusting e-wallets, whereas only 86% thought security and privacy were necessary. 

There was a high positive association between security and privacy and trust, 

implying that E-wallet security and privacy had a significant influence on 

respondents' faith in the system. Regression part missing. 

 

• Monetary Value: 

One of the key incentives for utilizing e-wallets was monetary value, according to 

almost 69 percent of respondents. The monetary value in terms of discounts and 

cash-backs was significant, and nearly 72 percent of respondents felt that 
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transaction costs in an E-wallet are minimal or non-existent. On this study, the 

impact on monetary value is greater, indicating that monetary value is a significant 

driver in continuance intention. 

H04- Monetary Value does not influences the continued usage of e-wallets. 

H4- Monetary Value influences the continued usage of e-wallets. 

Since the regression analysis shows p value or significance is less than 0.05. 

Therefore, alternate hypothesis (H4) is accepted. From this it can be concluded that 

Monetary value greatly affects continued usage of E-wallet. Coefficient table for 

the above hypotheses show that beta value of Ease-of-use is 0.609, which explains 

that if there is a change of 1% in Ease-of-use than Usefulness will be affected by 

60%. This shows that if E-wallets provide more monetary benefits than usage of 

their E-wallet will increase.  

 

• Continuance Intention: 

The majority of consumers expressed a desire to continue doing business with 

them. Only 5% of respondents want to replace E-wallet with other payment 

methods, indicating that E-wallet has a great chance of becoming India's principal 

means of payment. However, replies to questions concerning security& privacy, 

the usage of e-wallets everywhere, and transaction prices revealed that some users 

were unaware of these issues. It may be deduced that, unless there have been any 

personal negative experiences with e-wallets, such as money loss or unsolved 

transaction problems, a reasonable degree of confidence in security, trust, and 

monetary worth despite some ambiguity is sufficient to continue using them. 

Customers are hopeful and eager to attempt the system despite the inhibitors or 

lack of knowledge, based on the usage behaviour of respondents who opted to 

continue using the system despite their worries and uncertainties. 

4.3 Recommendation 

The majority of studies on e-wallet usage in India have been quantitative. They, too, 

suffer from the inherent limits of quantitative research, as does our work. Furthermore, 

the majority of the academics have applied well-established theories and frameworks 

to the instance of E-wallets. It would be fascinating to see mixed-methodologies 



38 

 

research, in which qualitative and quantitative methods are used to discover new 

factors or behavioral trends in E-wallet usage. 

Furthermore, more national studies should be done to increase the generalizability of 

earlier researchers' conclusions. Furthermore, because the e-wallet idea is continuously 

growing, collecting data at various times in time and comparing it will give significant 

insights into customer behaviour, acceptability, and use of the system. 

4.4 Limitations 

The research's generalizability is called into doubt since convenience sampling was 

used and only 81 valid replies were obtained, reducing the sample's probability of 

being representative, according to some academics. 

As the focus was limited on the selected variables due to the use of closed questions, 

the causes underlying consumer impression could not be determined, limiting the 

scope of the study. However, by strengthening the research's reliability, construct 

validity, and internal validity, pilot testing the questionnaire and asking numerous 

questions per construct helped to solve this problem to some extent. 

Since the data was obtained from respondents who had prior experience with e-wallets 

and the ability to use them, it does not represent the impression of adoption intention 

or the inhibitors. This was done on purpose to focus on the system's efficiency, but in 

fact, the government and e-wallet providers must address infrastructural barriers as 

well as first-time e-wallet users in order to achieve widespread e-wallet adoption. 

Despite the limitations highlighted above, this study gives vital insight into the 

behaviour of India's educated working class urban population. The influence of 

construct perception on continuation intention can help predict trends in the electronic 

payments sector, contribute to knowledge progress, and give important insights to all 

institutions involved with e-wallets. 
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CHAPTER 5| CONCLUSION 

Usefulness and Ease-of-use of use were the most critical criteria in promoting 

sustained E-wallet usage out of all the components examined, followed by monetary 

value. The above-mentioned criteria had a moderate favorable impact, whereas 

grievance resolution and security & privacy had a somewhat lower positive impact. 

Trust is influenced by grievance redressal and security and privacy, with security and 

privacy having a stronger impact. Security and privacy have a significant beneficial 

influence on E-wallet Trust. 

Summarizing, all hypotheses were verified, however the influence of each component 

on the intention to continue use of E-wallet was varied. It should be noted that 

participants were almost positive may be due to their own self-efficacy and grasp of 

the system. Because 85 percent of respondents stated they would keep using an E-

wallet, it's safe to say that e-wallets are here to stay and have a lot of room to develop. 

Many infrastructure barriers, as well as limited store acceptance and a lack of 

knowledge, are currently impeding wider adoption of the system. E-wallets' target 

clients are between the ages of 18 and 35, and if the obstacles are removed, adoption 

and use of e-wallets will skyrocket. 
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ANNEXURE 

Research variables & Data collection - Questionnaire 

Name   

Gender Male Female 

Age 18-25 25-35 35-50 Over 50 

Employment status Employed Part-time 

employed 

Student Unemployed 

Annual income Below 

2,50,000 

2,50,001-

5,00,000 

5,00,001-

10,00,000 

Above 10,00,000 

Highest level education SSC HSC Degree/Univer

sity 

Diploma PHD CA CS 

Which E-wallets have 

you used? 

Payt

m 

Gpa

y 

Pho

nep

e 

Am

azo

n 

Pay 

B

HI

M 

M

ob

ik

wi

k 

Airt

el 

Mon

ey 

HDF

C 

Payz

app 

ICIC

I 

Pock

ets 

Fr

ee

ch

ar

ge 

Jupiter 

E-wallet is effective for 

managing personal 

payments 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet enhances my 

shopping experience 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 
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E-wallet can be used as 

payment method at 

most places 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet works 

efficiently most of the 

time 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Usefulness is an 

important reason to use 

E-wallet 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet is easy to use Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet can be used 

anytime anywhere 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet is useful 

because it is convenient 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Ease of use is important 

reason to use E-wallet 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet is secure 

method of payment 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet providers 

protect users against 

fraud 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallets maintain 

privacy 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 
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E-wallet transactions 

are free from error most 

of the time 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Presence of security and 

privacy are important 

reasons to trust E-wallet 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

There should be some 

authority to approach in 

case of failed E-wallet 

transactions 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet provides 

transparency in settling 

claims for failed 

transactions 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Proper complaint 

resolution is necessary 

to trust E-wallets 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Proper complaint 

resolution is important 

reason to use E-wallets 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

My E-wallet provider is 

trustworthy 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

I have rarely lost money 

using E-wallet 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 
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My E-wallet provider 

aims to protect 

customer interests 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

I use E-wallet because I 

trust my E-wallet 

provider 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallets are cost-

saving 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

I use E-wallets to avail 

discounts & cash backs 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Transaction costs in E-

wallets are low/nil 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

E-wallet provides better 

value for money 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

Cost-saving is an 

important reason to use 

E-wallets 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

I intend to continue 

using E-wallet rather 

than discontinue its use 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

My intentions are to 

continue using E-wallet 

than any other payment 

methods 

Strongly 

Disagree (1) 

2 3 4 Strongly Agree (5) 

 

 


