
DOI: 10.4018/IJDLDC.309100

International Journal of Digital Literacy and Digital Competence
Volume 13 • Issue 1 


Copyright©2022,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



*Corresponding Author

1

An Analysis of Digital Financial 
Awareness and Satisfaction of People 
Using Digital Banking Products
Elina Kanungo, SCS College (Autonomous), India*

ABSTRACT

Thedigitalizationofthefinancialsectorhaschangedthewaysinwhichserviceswereofferedtopeople
inIndia.Theconstantescalationintheuseofsmartphonesandgrowinginternetcoveragehasmade
thedigitalaccessibilityofthedifferentfinancialservices,includingbankingservices,easyandhas
pavedthewaytoachievetheobjectiveofinclusivegrowth.Thepresentworkaimedtostudydigital
financialawareness(DFA)anditsusageamongpeopleofdifferentagegroupsresidinginurbanand
ruralplacesofPuridistrictinthestateofOdisha,India.Thedatausedwasbothreliable(Cronbach’s
alphagreaterthan0.8)andnormallydistributed(p-valuegreaterthan0.05).Theanalysismadeby
usinganindependentsamplet-test,one-wayANOVA,andDuncan’smultiplerangetest(DMRT)
highlightedthatasignificantdifferencewasobservedbetweenpeopleofdifferentareas(pvalue=
.000,at1%levelofsignificance)andamongpeopleofdifferentagegroups(p-value=0.002,at1%
levelofsignificance)withrespecttosatisfactioninusingthedigitalmethods.
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INTRoDUCTIoN

Thedevelopmentofanationdependsonthegrowthandprosperityofitspeopleandfinancialinclusion
ispavingthatwayinIndia(Patwardhan,2018).Accordingto(Raj&Upadhyay,2020),thedigitalization
ofthefinancialsectorhasbroughtsignificanttransformationinIndia.Thegovernmentunderitsflagship
programof“DigitalIndia”istransformingitintoadigitallyempoweredsocietyandknowledgeeconomy
infrontoftheworld.Thishighlightstheimportanceofcreatingdigitalfinancialawarenessamongpeople
sothattheycaneffectivelyusefinancialservicesdigitally(Bathula&Gupta,2021).Inthescenarioof
theCOVIDpandemic,theimportanceofvirtualoperationsishighlyfelt.Startingfromthepurchase
ofgroceriestobankingservices,peoplehavestartedusingthevirtualplatform(Fu&Mishra,2021).
Forcarryingoutvarioustransactions,peopleshowedtheirdependenceonvariousdigitalmethodsof
paymentlikebankcards,paymentbanks,ande-walletstonameafew(Mosteanuetal.,2020).However,
thisscenarioisnotthesameeverywhere.Peopleintheurbanareashaveeasyaccesstotheinternetand
othertechnologywhichontheotherhandisamajorconstraintfortheruralpopulation.

Innovationandgrowtharetwoinseparableaspectsofdevelopment.Digitalinnovationinthe
currentyearsineverysphereoftheeconomylikebanking,insurance,production,etc,haspavedthe
wayforthedevelopmentofoureconomy.
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TheIndiangovernmenthasstartedmanyinitiativestoincreasetheambitoffinancialinclusion.
Financialinclusionistheprovisionoffinancialservicestopeopleatanaffordablecost.Itaimsat
encouragingthepeopleoftheunprivilegedsectionofsocietytousevariousfinancialservicesata
costthattheycanthrive(Joshi,2017).(Bathula&Gupta,2021)intheirresearchworkhighlighted
thattoreachthegoalofinclusivegrowth,thegovernmentofIndiahasstartedencouragingpeople
tousedigitalplatformswhileusingdifferentfinancialservices.

Theconstantescalationintheuseofsmartphonesandgrowinginternetcoveragehasmadethedigital
accessibilityofthedifferentfinancialservices,includingbankingservices,easy(Raj&Upadhyay,2020).

Withthedigitalavailabilityofvariousbankingproductsandservices,itbecomesessentialto
encouragepeopleforusingthem.TheongoingpandemicinIndiahasledtoatremendousincreasein
virtualordigitalbanking.Thishasultimatelyraisedtheexpectationsofconsumerswhowantinstant
andpersonalizedservicesspecificallyduringtheperiodofgrowingpandemic(Siby,2021).Inthis
context,itbecomesimportanttofindifpeopleareawareofthevariousdigitalplatformforusing
bankingservices.Itisequallyimportanttorealizewhethertheycanaccessthoseservicesdigitallyor
not.Knowingthesatisfactionofpeopleusingthesedigitalservicesisworthstudyingasitwillgive
usalucidpictureofdifferentfactorscausingsatisfactionalongwithfactorscausingdissatisfaction
whileusingthoseservices(Erevellesetal.,2003).Whenpeopleareusingvariousfinancialservices
digitally,itbecomesessentialtoknowaboutdifferentproblemsencounteredwhilethedigitalusage.
Discoveringtheirlevelofsatisfactioninusingdifferentdigitalpaymentmethodsisequallysignificant
(TiwariandSingh,2019).Toachievetheobjectiveofinclusivegrowthdigitally,peoplemusthave
bothaffordableaccesstofinancialservicesandtheabilitytousetheseservicesdigitally.

ReVIew oF LITeRATURe

Theobjectiveofachievingsustainabledevelopmentworldwidecanbeachievedbyemphasizingthe
growthoffinancialinclusion.Forthis,countriesacrosstheglobearedevelopingsuitablestrategies
tofacilitatetheunderservedpopulationtouseoravailformalfinancialservices(Ma’ruf&Aryani,
2019;Karaetal.,2021).TheevolutionoffinancialinclusioniscontinuousasreflectedbytheGlobal
FindexData,2017(WorldBankGroup2017;Oluwafemietal.,2021).Thedigitalpaymentsystem,
policiesofthegovernment,andtheimminentfinancialservicesthatcanbeaccessedthroughmobile
phonesandtheinternethasledtothegrowthofdigitalfinancialinclusion.Thereisatransformation
inthepaymentlandscapeduetotheemergenceofdigitaltechnology.Itisobservedthatgloballythe
numberofadultswhoareusingthedigitalplatformhasincreasedfrom42%in2014to52%in2017,
(Demirgüçetal.,2018&2020).InemergingeconomieslikeChina,thedigitalpaymentplatform
hasfacilitated57%ofaccountholderstoaccessdigitalservicesbyusingmobilesandtheinternet
(Demirgüçetal.,2018&2020).Astudyon“DigitalFinancialInclusion”by(Peric,2015)revealed
thatinclusionthroughdigitalplatformsisessentialtomakethepeopleatthelowerlevelofthepyramid
financiallyactive.Bankingandnon-banking institutionsarebuilding theirdigitalwaysbyusing
ArtificialIntelligence(AI)tobringnotonlytheunderservedpopulationbutalsopeoplewhowere
servedbyformalfinancialinstitutionstothepurviewofdigitalfinancialinclusion(Kshetri,2021;
Peric,2015).Accordingto(Kshetri,2021),thefourthindustrialrevolutionhasintroducedchanges
inthebankingsectorwhichwastraditionallypremisedonpaperandphysicaldistributionofcash.

Asper(Demirgüçetal,2018),theuseofdigitalpaymentsisrising.Theshareofadultsaround
theworldwhousethedigitalplatformhasrisenby11%pointbetween2014and2017.TheDigital
revolutionistakingtheworldbystorm.Inthelast10years,Indiahaswitnessedtremendousgrowth
inpaymentsystemsandthereisasignificantshiftinpreferenceformakingpayments.Accordingto
(Joshi,2017),thegovernmentofIndiahasinitiatedseveralnewmodesofdigitalpaymentunderthe
mechanismbyestablishingtheNationalPaymentsCorporationofIndia(NPCI)whichisanumbrella
organizationforretailpaymentsinIndia.Thegrowthofrobustelectronicpaymentsystemssuchas
RTGS(RealTimeGrossSettlement),NEFT(NationalElectronicFundTransfer),andECS(Electronic



 

 

12 more pages are available in the full version of this

document, which may be purchased using the "Add to Cart"

button on the publisher's webpage: www.igi-

global.com/article/an-analysis-of-digital-financial-awareness-

and-satisfaction-of-people-using-digital-banking-

products/309100

Related Content

Social Equity, the Digital Divide and E-Governance: An Analysis of E-

Governance Initiatives in India
Meena Chary (2013). Digital Literacy: Concepts, Methodologies, Tools, and

Applications  (pp. 1321-1334).

www.irma-international.org/chapter/social-equity-digital-divide-governance/68510

Digital Divide: How Do Women in South Asia Respond?
Alka Rai (2019). International Journal of Digital Literacy and Digital Competence (pp.

1-14).

www.irma-international.org/article/digital-divide/227654

Beyond the Media Literacy: Complex Scenarios and New Literacies for the

Future Education- The Centrality of Design
Carlo Giovannella (2010). International Journal of Digital Literacy and Digital

Competence (pp. 18-28).

www.irma-international.org/article/beyond-media-literacy/47074

Immersive Storytelling: Virtual Reality as a Cross-Disciplinary Digital

Storytelling Tool
Jodi Pilgrimand J. Michael Pilgrim (2021). Connecting Disciplinary Literacy and Digital

Storytelling in K-12 Education (pp. 192-215).

www.irma-international.org/chapter/immersive-storytelling/268219

Levels of Self-Efficacy among Harassed Teachers
Isabel Cantónand Consuelo Morán (2010). International Journal of Digital Literacy

and Digital Competence (pp. 48-56).

www.irma-international.org/article/levels-self-efficacy-among-harassed/43727

http://www.igi-global.com/article/an-analysis-of-digital-financial-awareness-and-satisfaction-of-people-using-digital-banking-products/309100
http://www.igi-global.com/article/an-analysis-of-digital-financial-awareness-and-satisfaction-of-people-using-digital-banking-products/309100
http://www.igi-global.com/article/an-analysis-of-digital-financial-awareness-and-satisfaction-of-people-using-digital-banking-products/309100
http://www.igi-global.com/article/an-analysis-of-digital-financial-awareness-and-satisfaction-of-people-using-digital-banking-products/309100
http://www.irma-international.org/chapter/social-equity-digital-divide-governance/68510
http://www.irma-international.org/article/digital-divide/227654
http://www.irma-international.org/article/beyond-media-literacy/47074
http://www.irma-international.org/chapter/immersive-storytelling/268219
http://www.irma-international.org/article/levels-self-efficacy-among-harassed/43727

