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Abstract

This abstract provides a summary of a study done in Yelahanka, Bangalore, to understand
consumer acceptance of digital wallets. The study's objectives were to investigate the elements
driving consumer adoption of digital wallets and to offer insights into the particular preferences
and difficulties encountered in the local market. A mixed-methods methodology was used in
the research, mixing quantitative surveys and qualitative interviews. Data collection was place
over a six-month period, and a sample of 100 Yelahanka-based consumers was chosen by
random sampling methods. To get a complete picture of the adoption trends for digital wallets,
the study concentrated on people from different age groups, socioeconomic backgrounds, and
jobs. SPSS software is used to summarise the data, and conclusions are drawn.

The research found that Yelahanka's adoption of digital wallets was mostly motivated by
convenience and ease of use. The option to transact quickly and securely without using actual
money or cards was appreciated by the participants. It was discovered that the encryption and
biometric authentication techniques used by providers of digital wallets play a critical role in
gaining the trust and confidence of customers. Adoption was found to be significantly
influenced by merchant approval. When they discovered Yelahanka had a large variety of
businesses accepting digital wallet payments, participants reported an increased propensity to
utilise digital wallets. Additionally, customers' adoption rates were positively impacted by the
availability of incentives and rewards like cashback offers and discounts.

The study also outlined certain difficulties and impediments to Yelahanka's adoption of digital
wallets. A lack of knowledge and comprehension of the features of digital wallets was found

among some demographic groups. Campaigns for education and awareness have been
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suggested as possible tactics to solve this problem and encourage adoption. In order to increase
adoption rates in Yelahanka, recommendations were made to digital wallet providers and
policymakers based on the study's findings. These suggestions covered enhancing user
interactions, growing merchant networks, and raising awareness through deliberate marketing
campaigns.

Keywords: digital wallet, merchant networks, customer adoption, digital payments

1. Introduction

The growing use of smartphones and improvements in digital payment methods have
fundamentally changed how customers conduct their financial business. Digital wallets,
sometimes referred to as mobile wallets or e-wallets, have developed as a practical replacement
for conventional payment techniques, providing consumers with a quick and safe way to make
purchases using their cell phones or other digital devices. Understanding the factors that affect
consumer adoption is vital for businesses, politicians, and researchers as usage of digital wallets
continues to rise on a global scale.

This study intends to investigate how consumers in Yelahanka, Bangalore, embrace digital
wallets and the impact that convenience and merchant acceptance play in this process.
Yelahanka, a bustling neighbourhood in Bangalore, serves as the study's unique environment.
The research intends to offer localised insights into the adoption trends, preferences, and
difficulties faced by customers in Yelahanka by concentrating on a particular geographic
location.

The adoption of new technology by consumers is fundamentally influenced by convenience.
Convenience in the context of digital wallets refers to the qualities of these payment systems
that make them simple, quick, and easy to use. With the use of digital wallets, users may carry
out transactions quickly and easily without the usage of cash or credit cards. Therefore, for
businesses and regulators looking to promote the adoption of alternative payment options,
understanding the role of convenience in boosting digital wallet adoption is crucial.

The acceptance of digital wallets by businesses is another important element. Customers
require confidence that their favourite merchants accept these payment options before they
embrace digital wallets. In addition to giving customers the choice to utilise digital wallets,

merchant acceptance increases the perceived value and general usefulness of these payment

2 ICSDG-CIP-2025 25%M.26™ April 2025



Conference Proceedings International Conference on Sustainable Development Goals-
Challenges, Issues & Practices by TMIMT- College of Management, Teerthanker Mahaveer
University, Moradabad 25th & 26th April 2025. TMIMT International Journal (ISSN: 2348-
988X)

options. Investigating the impact of merchant acceptance on the uptake of digital wallets in
Yelahanka will reveal information about the neighbourhood ecology and the openness of local
businesses to new forms of electronic payment.

This study intends to provide light on the factors influencing consumer adoption of digital
wallets in Yelahanka, Bangalore, by analysing the roles of convenience and merchant
acceptance. The research will add to the body of knowledge already available on the use of
digital wallets, with an emphasis on local usage, and will help us better understand the driving
forces behind consumer acceptance of these payment systems.

The methodology used, including data collection techniques, sample selection, and research
tools, will be covered in more detail in the next sections of this research study. It will also go
over the study's results and analysis before making suggestions for digital wallet providers and
policymakers based on the knowledge obtained. This study aims to contribute to the field of
digital payment research by filling a knowledge gap regarding the importance of convenience
and merchant acceptance in promoting the use of digital wallets in Yelahanka. It also provides
stakeholders with useful recommendations for promoting the use of digital wallets in similar
local contexts.

Digital wallet consumer adoption refers to people's desire to use digital wallet services for
making payments and carrying out financial activities. Using a digital wallet, customers can
safely save payment information on their cell phones or other digital devices. These wallets

make it possible to deal quickly and easily without using physical money or cards.

The following are some significant elements that may impact consumers' adoption of digital
wallets:

Convenience: One of the main factors influencing the adoption of digital wallets is the
convenience they provide. Users love not having to carry actual wallets or credit cards around

and being able to make payments with only a few clicks on their smartphones.

Security: Consumer acceptance of digital wallets depends on their security. People must have
faith that the transactions and financial information they provide are safe. Building consumer
confidence requires effective security methods including encryption, biometric identification,

and tokenization.
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Acceptance by merchants: A key factor in adoption is merchant availability and acceptance of
digital wallets. Users are more inclined to adopt and use digital wallets on a regular basis if

they discover that their favourite retailers accept them.

Rewards and incentives: A lot of digital wallets provide loyalty points, cashback, and discounts
as rewards and incentives. Consumers may be encouraged to embrace and make use of digital
wallets by these incentives.

User experience: The way a digital wallet application is used by its users might affect adoption.
An interface can draw and keep users if it is simple to use, offers seamless transaction

experiences, and is intuitive.

Education and awareness are necessary for consumers to understand the advantages and
features of digital wallets. By educating potential users about the benefits and features of digital
wallets, educational initiatives and awareness programmes can aid in increasing adoption.

It's crucial to remember that the level of consumer adoption of digital wallets can vary
depending on regional context, demography, and cultural factors. The adoption patterns and
preferences of the local people could therefore be better understood by carrying out a focused

study in Yelahanka, Bangalore.

2. Literature Review

Due to the rising popularity of digital payment methods, the adoption of digital wallets has
received a lot of attention lately. Convenience and merchant acceptability have emerged as two
important predictors of adoption after researchers and practitioners investigated a variety of
factors that affect consumer adoption of digital wallets.

Convenience as a Driver of Digital Wallet Adoption:

Convenience is considered a crucial factor influencing the adoption of digital wallets. Many
studies have highlighted the convenience offered by digital wallets as a primary motivator for
consumers. The ability to make quick and easy transactions, eliminating the need for physical
cash or cards, enhances the overall user experience. Kwon and Lee (2014) found that
consumers perceive digital wallets as more convenient than traditional payment methods,
leading to increased adoption. Similarly, Kim et al. (2018) highlighted convenience as a major

factor influencing consumers' intention to adopt digital wallets.
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Merchant Acceptance and its Impact on Digital Wallet Adoption:

Merchant acceptance plays a vital role in driving digital wallet adoption. Consumers are more
likely to adopt digital wallets when they perceive a wide range of merchants accepting these
payment methods. Gu et al. (2019) found that the availability of merchants accepting digital
wallets positively influenced consumers' intentions to adopt them. The convenience and
flexibility offered by digital wallets are realized when consumers can use them across a variety
of merchant categories, such as retail, dining, and transportation.

Perceived ease of use and its Impact on Digital Wallet Adoption:

Perceived ease of use is the extent to which an individual believes that using a technology will
be free of effort (Peter Tobbin 2012). In mobile banking context, perceived of ease of use is the
degree which mobile banking system is easy to operate. Suppose, if the mobile banking system
user friendly then there is no need of significant time spend on mobile banking interface.
Previous studies have also proven the there is significant relationship exists between the
perceived of use and attitudes towards the mobile banking (Madhurima Deb and Ewuuk Lomo-
David, 2013, Tao Zhou, 2014, ulun akuturan, 2012). Peter tobbin (2012) note that in his
qualitative study proven perceived ease of use is critical factor affect the mobile banking
adoption in rural unbanked population. Chinese banking customer did not feel ease of use is
important factor to influence intention to use the mobile banking (Sylvie Laforet and Xiaoyan

Li, 2005).

Factors Affecting Consumer Perception of Convenience and Merchant Acceptance:

Several studies have identified additional factors that influence consumers' perception of
convenience and merchant acceptance. Zhang et al. (2020) highlighted the importance of trust
and security as determinants of perceived convenience in digital wallet adoption. Consumers
must trust that their financial information is secure when using digital wallets. Moreover, Fam
et al. (2019) emphasized the significance of user interface design and ease of use in shaping

consumers' perception of convenience.

Contextual Factors in Digital Wallet Adoption:
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It is essential to consider contextual factors that may impact digital wallet adoption in specific
locations. Studies have shown that cultural, socioeconomic, and infrastructural factors can
influence the adoption of digital wallets. For example, Lin et al. (2019) found that cultural
values, such as individualism and collectivism, affect the adoption of digital wallets in different
countries. Additionally, the availability of supporting infrastructure, such as reliable internet
connectivity and smartphone penetration, plays a crucial role in facilitating digital wallet

adoption (Dahlberg et al., 2015).

Strategies to Promote Convenience and Merchant Acceptance:

To drive digital wallet adoption, businesses and policymakers can implement various strategies.
Enhancing convenience through seamless user experiences, simplified registration processes,
and easy integration with existing payment methods has been found to positively impact
adoption (Gan et al., 2019). Additionally, increasing merchant acceptance through partnerships,
incentivizing merchants, and educating them about the benefits of digital wallets can encourage

adoption (Duan et al., 2021).

In the context of Yelahanka, Bangalore, there is a scarcity of literature specifically examining
the role of convenience and merchant acceptance in digital wallet adoption. This study aims to
bridge this gap by providing localized insights into the adoption patterns, preferences, and
challenges faced by consumers in Yelahanka, shedding light on the factors that influence their
decision to adopt digital wallets. The findings from this study will contribute to the existing
literature and provide practical implications for businesses, policymakers, and digital wallet

providers aiming to promote adoption in similar local contexts.

3. RESEARCH METHODOLOGY

3.1 Research objectives:

1. Determine the extent to which consumers in Yelahanka, Bangalore, have adopted digital
wallets.

2. Look into the elements affecting Yelahanka residents' use of digital wallets.

3. Consider how Yelahanka's use of digital wallets is influenced by convenience.

4. Examine how Yelahanka's use of digital wallets is affected by merchant acceptance.
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5. On the basis of the results from Yelahanka, Bangalore, offer insights and suggestions to

encourage the adoption of digital wallets.

3.2 Area of the Study & Sampling Method
For this study the 100 respondents were randomly selected from Yelahanka Region Urban
Bangalore. Out of 100 sample size 82 people responded. The samples were a combination of

employed, self-employed, students & Housewives.

3.3 Data collection tools
Both primary and secondary data have been gathered in order to conduct the study. Through
the use of a standardised questionnaire, the data is gathered. Secondary data is gathered through

publications like newspapers, e-books, and websites.

3.4 Research Strategy

Data collection for this study is done through the use of questionnaires & ANOVA Regression
technique has been applied.

3.5 Data Interpretation and Analysis

Table 1: Gender Cross Tabulation

Table 1: Profile Of the Respondents
Gender Number of Respondents % of Respondents
Males 44 54
Females 38 46

Male respondents comprise 54% of the sample size, while female respondents make up 46%,

as shown in the above table.

Table 2: Age Of the Respondents
Age Number of Respondents % of Respondents
18-24 9 11%
25-34 21 26%
35-44 28 34%
45-54 15 18%
55 or above 9 11%
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According to the above data, respondents who fall between the age range of 35 to 44 are better

knowledgeable about digital wallets.

Anova
Model Sum of squares df Mean Squ{F Sig
Regression 6.01 6 1.01 7.32 0.000
Residual 17.01 123 0.138
Total 23.02 129

Interpretation: Dependent variable: Would you like more information on digital wallets?
Independent variable (Constant), annual income, gender, age, occupation, marital status,
qualification.

The table above demonstrates that the dependent variable (more information on digital wallets)
and the independent factors (age, gender, annual income, occupation, marital status, and

qualification) have a significant association.

Table 3: Do you currently use a digital wallet
Particulars Number of Respondents % of Respondents
Yes 50 61
No 32 39

The above chart represent that 61% of the respondents use digital wallets for completing a

monetary transaction while 39% of the respondents do not use digital wallets.

Table 4. Awareness and Preferences about mobile wallet service providers

Particulars Preference (No. of Respondents % of Respondents

Paytm 22 27%
Gpay 45 55%
Phonepay 10 12%
other 5 6%

Interpretation: The mentioned table and chart demonstrate that a large portion of the sample of
respondents had heard of digital wallets and that Gpay was the only one of the top 5 providers
to offer such a service. 27% of those surveyed for the study said they preferred using Paytm as
their wallet, with Gpay coming in first with 45%. 6%of those surveyed were not familiar with

any of the wallets.

8 ICSDG-CIP-2025 25%M.26™ April 2025



Conference Proceedings International Conference on Sustainable Development Goals-
Challenges, Issues & Practices by TMIMT- College of Management, Teerthanker Mahaveer
University, Moradabad 25th & 26th April 2025. TMIMT International Journal (ISSN: 2348-
988X)

Anova
Model Sum of squares df Mean Squ{F Sig
Regression 32.26 6 5.377 4.257 0.000
Residual 155.648 123 1.263
Total 187.908 129

Interpretation: Dependent variable: Do you prefer digital wallets over plastic money (credit or

debit card)

Independent variable (Constant), annual income, gender, age, occupation, marital status,
qualification.

The table above demonstrates that the dependent variable (prefer digital wallets over plastic
money) and the independent factors (age, gender, annual income, occupation, marital status,

and qualification) have a significant association

Table 5: What motivated you to start using a digital wallet

Particulars Number of Respondents % of Respondents

Convenience 32 39%
Offers and discounts 2 2%
Peer influence 5 6%
Security 3 4%
Merchant acceptance 25 30%
Other (please specify) 15 18%

According to the mentioned table, 39% of respondents strongly agreed that having access to
mobile wallet payment services and their accessibility was a major factor in their decision to
start using them. While 18% of respondents disagree, 30% of respondents strongly agree that
the merchant accepts the M-wallet service at numerous stores. Notably, 2% of respondents
strongly agreed that discounts and loyalty/reward points were not the main motivations for

using M-Wallets.
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Table 6: Have you encountered any challenges or inconveniences while using digital wallets?

Particulars Number of Respondents % of Respondents

No 32 39%
Security issues 25 30%
Network issues 10 12%
Lack of bank support 15 18%
Table 6: Have you encountered any challenges or inconveniences while using digital wallets?
Particulars Number of Respondents % of Respondents

No 32 39%
Security issues 25 30%
Network issues 10 12%
Lack of bank support 15 18%

30% of the sample size, as seen in the table above, had security difficulties when using digital
wallets. 30% of respondents said they had never experienced any inconvenience, while 18%

said their banks did not support the use of digital wallets.

Table 7: Frequency of usage of M-wallets (per month)
Particulars Number of Respondents % of Respondents
Multiple times a day 15 18%
Twice 26 32%
Thrice 16 20%
Rarely/Never 25 30%

The study reveals that 20% of respondents use digital wallets more than three times per month,
32% use them twice per month, and 18% use them multiple times in a day. However, 30%

respondents have never used the mobile wallets.

Anova
Model Sum of squares df Mean SquiF Sig
Regression 59.83 6 9.996 8.706 0.000
Residual 141.21 123 1.148
Total 201.04 129

Interpretation: Dependent variable: how often you use digital wallet?

Independent variable (Constant), annual income, gender, age, occupation, marital status,
qualification.

The table above demonstrates that the dependent variable (more information on digital wallets)
and the independent factors (age, gender, annual income, occupation, marital status, and

qualification) have a significant association.
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Table 8: How important is the acceptance of digital wallets by merchants when deciding to use them.
Particulars Number of Respondents % of Respondents
Very Important 32 39%
Important 25 30%
Neutral 10 12%
Not important 15 18%

The study shows that 39% of the respondents are highly satisfied with acceptance of digital
wallets by merchants and 18% of the respondents don’t find it important service provided by

merchant acceptance.

Table 9: Have you ever faced situations where merchants did not accept digital wallet payments
Particulars Number of Respondents % of Respondents
Yes, they don't
accept M-wallet 32 39
No 50 61

According to the report, 39% of respondents concur that businesses don't accept digital wallets.

61% of respondents disagree and claim that shops and restaurants accept digital wallets.

Table 10: Are you willing to adopt new digital wallets if they offer additional convenience features or benefits
Particulars Number of Respondents % of Respondents
Yes 38 46%
No 25 30%
Maybe 19 23%

As long as the digital wallet service providers continue to provide good service, 30% of
respondents are probably willing to use digital wallet while 46% of respondents wish to keep
using them. While 23% of respondents are unsure if they want to keep using digital wallet in

spite of improvement in its features.

4. Findings of the Study

From the Anova table the dependent variable (knowledge of digital wallets) and the
independent factors (age, gender, annual income, occupation, marital status, and qualifications)
have a significant association. Dependent variable of (Learn more about digital wallets) and
independent variables (age, gender, annual income, occupation, marital status, and credentials)
are more familiar to respondents in the age range of 35 to 44.

More men than women expressed an interest in learning more about digital wallets. The

dependent variable (frequency of using digital wallets) and the independent factors (age,
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gender, annual income, occupation, marital status, and qualification) have a significant
association. More male respondents than female responders use digital wallets. The table
mentioned earlier demonstrates a strong correlation between the dependent variable (choice of
digital wallets) and and independent variables (age, gender, annual income, occupation, marital

status and qualifications). Male respondents use digital wallets more often than female

More respondents use Gpay than other digital wallet services. The majority of respondents in
the age range of 26 to 44 say they prefer digital wallets to plastic money. While respondents
who fall between the ages of 46 and 50 use digital wallets for their security features,

respondents who fall between the ages of 26 and 35 use them for their convenience.

Most respondents are influenced to use digital wallets by three main factors: availability,
convenience, and merchant service acceptance. Most respondents routinely utilise their digital
wallets. The majority of respondents said they had no trouble utilising their digital wallets;
nevertheless, some users reported significant security and bank support issues. Since security
is a top concern, the majority of respondents worry that a digital wallet provider will share their
private information with other businesses, that their information will be misused if their phone
is stolen, that there will be an increase in cybercrime, and that a virus will be installed on their
phone. By strengthening its security characteristics, Digital Wallet adoption can be increased.

It is important to advertise security features to adult audiences.

Limitations of the study
* The research is based on the questionnaire method, which has its own restrictions;
* The study is restricted to the respondents of Yelahanka City alone; and

* The study cannot be extrapolated to other cities.

5. Conclusion
Adoption of digital wallets may be hampered by a number of challenges and obstacles in
Yelahanka, including a lack of technology infrastructure, a lack of merchant acceptance, a lack
of knowledge and education, security worries, interoperability problems, cultural and

behavioural issues, and legislative restrictions. To overcome these obstacles and create an
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atmosphere that encourages the use of digital wallets in Yelahanka, multiple stakeholders must

work together.
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