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A study to understand the consumer's perspective, their

experience and knowledge on digital finance/banking.

O1GOT H1FH)/6UBIS) GG TLTLIMGT [HISHTEUTHGT LIMTTeneU, HeUT86NTI6or
1 ILIRQILD LMHMILD HemGLILIMHMIW SMHe eI WeINHenMLI
LJh31018 61T S M 6T UG

Name/QUIWIJ :
Gender/LIM60I6DTLD :
Age/6)IG) :
Occupation/QGMTLAI6L :
District/LOM6UL_L_LD :

. Are you aware of online banking?/L016T LI6WILD LIflexj& &ement LM
2 MIGEHSGS QGFlujm?

a. Yes/ Qyld

b. No/ @6vemev

. Do you use online banking?/ [Hh&6iT LO163T LIGTITLD LIIfl 62178 & 60168
LuwleTL(h & SIS DT Sen?

a. Yes/ gyId

b. No/ @6evéemev

. If no, why/ @\6L6mev 6T6afl6L , 676072

a. | don’t know how to use it/ 960 6TLILIG. LiLl6TLI(h & Gle] 6T6oTm)
Q& flweNeL6m60

b. |don’t trust online platforms/ },60T6MEVEIT &6NRIGENIEL 6T60T5 & HLOLTGHEM &
@evemev

c. ldon'tfeelitis safe and secure/ SI%H LTGISMTLILITES QIHLILIGTES [HIT6oT
2_600176)116L 63I6V
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d. |don’t have a smartphone/computer/ 6T63T60TIL_LD 6rOLOMITL_GLIMT65T/8 600716311
@evemev

e. | don't know to read/write/ 6T60T5 (& UG L LG 585 QG FILITS)

f. | prefer visiting bank/ [BIT60T 6UMIEISHGEF C1&F606V 6X1(IHLDL|GEU60T

4. How long have you been using digital banking?/ [FRI&61T 6Te)6UATEY HTEVLOTS
LO60T LIGBOTLD LIIfl 61178 & 631601 uwmu@g,g,uﬂﬁuasm‘>
a. Below 2 years/ 2 9,6001(h' & @55 LD
b. 2 years to 5 years/ 2 Q,6001(H&6IT (LPGH6EL 5 S 6001(H SH6IT 6L6MIT
c. 5yearsto 10 years/ 5 Q) 6001(H&6IT (LD FH6EL 10 24,6501 (H&6IT 6160
d. More than 10 years/ 10 &},6901(h &% @5 &@GLD GLOELTS

5. What kind of digital platforms do you use for online transactions?/ ggja'ﬂemma'sr
LIf6UT& & 606018 (61 5 HRIGET 6THG 6U6MSILITE gL L 60 GeNhIGEm 6l
ummu@ggéﬂﬁu&m?

Bank’s application (app)/6URI&IUIN6T QI&FLLIEO (S L1)

Net banking/ @6m6wIlLIG 6D eumuTlevns eUmIS CFemealemnil ClLIMIFHe6L

Bank cards/ 6MRI& SITIT(H &6

Digital Wallets/ 1g.89]L_L_6L LI6OOTLI6DILIG 6N

UPI platform/ UPI @IWLIMIE&6ILD

® oo oo

6. UPI platform / UPI @UIMRIG&6LD
Google Pay/ @61 GLI
Phone Pe/ Guimest GLI
Paytm/ GU 1g. 6TLD
Whatsapp/ 6UTL_6erofLl

a0 oo

7. From the above, list the top 3 platforms that you use frequently/ GL0G6v
o _efterneummMIeN (BH&!, FriseT Silq &&lq LIUI6TUHSSID 3 &6higHenenL
ULl W60 (h RIS 6TT

8. Reasons for using digital platforms/ 1q.8L_L_60 &6MRIG6n6NL
LIwt6oTLI(H & S UG MSHITEOT S ITIJ6U01IRIS 61T
a. Easy/convenient/ 616111 & T6018)/611& HIUIT60TS)
b. Saves time and money/ GBHJ&HmGUILD LIBiIHemnGU|LD LOFFLILI(HS SIS ME)
c. Facilitates e-commerce transactions/ LO6T-617& &8 LIf160IT8 560601865161
TeNBHTHGSHME)

9. List the top 5 services for which you use digital banking/ [HTI&6IT LOI65T LI6TOTLD
Lflexjs&emeutLl LILt6TL(H S GID 5 CaeneusemnenLl LI 1q.u160(hhi&e

10. How do you transact?/ [Bhi&ei sTeleumm) LOl6dT Lifl6)(]& &6m6t1 QF LIS SH61T?
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a. By yourself/ HTGeor Q& IGeu60T
b. Through children/ GLpHeMG &6 CLHEVLDTS CI&FILIGIC&HTeGe6sT
c. Through friends/ [HEBUTLIT&EIT ELAEVLDITS Cl& LIS G & TeTGev60T

11. Are you aware that engaging agents for digital transactions could be risky?/ LOl63T
LI6UDT LI 60178 & 606015 (6155 JQR6TTL_GHemer T (HLI(H S SHI6UG L& S T6u S|
6T60TLIEN G HMIG6NT Seif&HenT?

a. Yes/ gyld
b. No/ §evemev

12. If yes, why do you engage them?/ QLD 6T607l6D, [HRIG6IT 67631 Si6UTEH6mI6T
FEUGSBADiBG?

13. What is the gadget that you often use for online banking?/ LDI65T LI650T
LIfl6UT& &606015G BRIGHET g8l LW6TU(HSSHILD 6T QU6 618I?
a. Mobile phone/ m&GLI&
b. Home computer/ &1 (H &6vtienfl
c. Net centre computer/ QL Q& 60TL_[] &650M 601

14. Have you faced problems with digital banking?/ LO6T LI6ooT LIf1621] & &6m63TUT 6D
LNy & &6m6s186061 6TSHJCSHITEHUTIR [FHETIT?
a. Yes/ gyld
b. No/ @6evemev

15. If yes, what were the problems that you encountered?/ Sj,LD 61637160, (BTG 6TT
Fh&H GG L& 56016015611 6T6016)63T60T6017?

a. Double transactions/ @J6o1(® (MM LI6TIILD LIFl6UT&HSH6m60T (&G 6L

b. Delay in/failure to refund/LIBI&em& S &)(THLOLILI QILIMI6US6L
SMDGLD/CHMeLEN

c. Problems with server connectivity/@émeuuniigen CFemer @en6uorLilieL
81685608611

d. Wrong transactions resulting in loss of money/&6UMIT6sT
LIfleUT S & eneuTgHerTeD Li6uor @LOLIL| eJDHLI(H &6V

e. Money lost in transit/@6n6mTILIG 6 C&FeneaUuileL LI emns QLS 560

f.  Account hacked/ &60UT&H@ CamMs CIFWILILILILL G|

g. Personal information compromised / &6SMILULL L §&6260 H(HLLILILL &)

h. Difficulty in understanding the terms /& (Lpsmm&snaT Ll &l Cl&memeugHed
&L

i. Too many distractions during transactions /LIIfle)[& & en6s1&6M60T CLITE)
S18& allaTbUFLd OHMILD &Hel6TdHGMmeL&6N

j. Failed transactions but money debited/LIf16)1& & 69)601861T
ComeLeNIENL_[H& 63T, 60160 LIGTILD 6T(H&8 (CILLNL) Q& WwIuILILL L )
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16. Did you approach the customer care for redressal of your grievances? / 2_RI&6IT
GMMEBMENS §168 6UITQ SENSHIITNTT CFeneUmIU JisTmIS6fiaHenT?
a. Yes/ gyld
b. No/ @60em6v

17. If yes, how was your experience?/ QLD 67601160, 2_MIG6IT SeWILIGULD 6TLILIG

QmHeH? .
a. Good/ BESIMITS Q\(HHSHI
b. Bad/ CLOMTELOTS Q(HHSS)

18. If it were bad, why?/ S| GLOT&LOMS @\(HHSIT6L, 6]60T?
a. No response/@606meV LIGI6L
b. No action/ HL6)1q &H60& R6L6M6EV
c. Not able to reach the executive/ HJEUTHHMG ML UL (LPIlgUIETN606DI6V
d. Only IVRS facility available with no human intervention/ L06371& &emevui(
@6L6eLMDEL IVRS 6u& & DL (HGLD 2 616 &)
e. No proper solution given/ &IWLIT6IT &6 eULPMISLILIL 6160D6M6V



