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The growth of digital technology has revolutionised financial transactions, with the Unified 

Payments Interface (UPI) emerging as a prominent platform in India for instant, secure payments 

via mobile applications. This study examines user opinions on UPI, focusing on awareness, usage, 

satisfaction, and the factors that influence them. A questionnaire was distributed to 150 respondents 

in Tirunelveli, yielding 142 valid responses, which were analysed using descriptive design and 

statistical methods. Results show high awareness and usage of UPI, with ease of use and 

convenience boosting satisfaction. However, concerns like transaction failures and security issues 

remain. Overall, UPI's simplicity and efficiency foster widespread acceptance, but continuous 

improvements in security and user awareness are needed to enhance satisfaction and promote 

digital payments in India. 

 

Keywords: Unified Payments Interface (UPI), Digital Payments, cashless economy, User 
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1. Introduction: 

In recent years, the rapid growth of digital technology has completely changed how we handle 

financial transactions worldwide. In India, one of the game-changers has been the Unified 

Payments Interface (UPI). This innovative system has made digital payments not just a 

possibility but a part of daily life by allowing instant, secure, and effortless money transfers 

between bank accounts using mobile apps. Created by the National Payments Corporation of 

India (NPCI), UPI has significantly reduced reliance on cash and pushed us closer to a cashless 

economy. 

With more people owning smartphones and having internet access, and government initiatives 

like Digital India, the use of UPI-based payment apps has skyrocketed. Well-known apps like 

Google Pay, PhonePe, and Paytm have become essential tools for everyday financial tasks, 

making it easy for users to pay bills, send money to friends, and shop conveniently. 

However, not everyone feels the same way about these UPI payment applications. Users’ 

opinions can vary widely based on their experiences with ease of use, security, reliability, 

accessibility, and trust. While many appreciate the convenience and speed that these apps offer, 

others have voiced concerns about transaction failures, security risks, and technical glitches. 

To gauge how effective UPI payment systems really are, it’s crucial to understand these 

opinions and identify areas for improvement. 
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This study aims to examine users' perceptions of UPI payment applications by exploring their 

experiences, satisfaction levels, and the factors that influence their use of these services. The 

insights gleaned from this research will be invaluable for policymakers, financial institutions, 

and app developers as they work to enhance the efficiency and user-friendliness of our digital 

payment systems. 

 

2. Review of Literature: 

 

Singh and Rana (2017) explored how Indian customers perceive digital payments. They 

found that factors such as convenience, ease of use, and time saved play a big role in people's 

choice of digital payment systems. Interestingly, younger folks and those with higher levels of 

education tend to embrace these platforms more. However, many users still worry about 

security and privacy issues, which can undermine their confidence in using these technologies. 

Gupta and Arora (2019) focused on user satisfaction with digital payment systems. They 

found that factors such as perceived usefulness, reliability, and security are crucial to keeping 

customers happy. However, technical problems, such as transaction failures or server 

downtime, can leave users frustrated and affect their willingness to use these services. 

Patil et al. (2020) examined how people adopt and use UPI payment apps. Their research 

showed that UPI is becoming quite popular, thanks to its user-friendly design, instant 

transactions, and ease of transferring money across different banks. They stressed that 

awareness and trust are essential for users to feel comfortable using UPI apps and to stick with 

them. 

 

3. Statement of the Problem: 

The rapid growth of digital technology has brought about significant changes in how we handle 

financial transactions in India. One of the cornerstones of this transformation is the Unified 

Payments Interface (UPI), which has made digital payments quicker, simpler, and more 

accessible for everyone. Apps like Google Pay, PhonePe, and Paytm have become common 

tools for managing everyday transactions, from paying bills to transferring money and 

shopping online. However, even with the increasing popularity of UPI payment apps, users 

often encounter a range of challenges. Common issues include transaction failures, payment 

processing delays, technical glitches, and concerns about security and data privacy. Moreover, 

differences in digital literacy, levels of trust, and accessibility can affect how people perceive 

and use these applications. 

While UPI has certainly changed the landscape of digital payments, it’s important to delve into 

how users actually feel about these services in terms of convenience, reliability, security, and 

overall satisfaction. The varying opinions among users suggest a real need for a deeper 

investigation into the factors shaping their attitudes and into the effectiveness of UPI payment 

applications. With this in mind, our study aims to gather insights from users about their 

experiences with UPI payment apps and to pinpoint the key elements that influence their 

adoption and satisfaction. By doing this, we hope to propose ways to enhance the user 

experience and strengthen the digital payment system as a whole. 

 

4. Objectives of the Study: 
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 To examine the level of awareness and usage of the Unified Payments Interface among 

users. 

 To identify the factors influencing users’ opinions towards UPI payment applications. 

 To study the level of satisfaction of users with UPI payment services. 

 

5. Research Methodology: 

Research methodology entails a systematic approach to collecting and analysing data. We are 

exploring “Users’ Opinions on UPI Payment Applications” with a descriptive design to capture 

their perceptions and experiences. 

a. Research Design: 

Our study is rooted in a descriptive research design. This means we aim to paint a clear picture 

of users' opinions, their satisfaction levels, and how they use UPI payment applications. 

b. Area of the Study: 

We conducted our research in Tirunelveli, a culturally diverse region that offered a rich mix 

of communities and socio-economic backgrounds, ideal for capturing a wide range of 

perspectives relevant to our study. 

c. Sample Size: 

We distributed 150 questionnaires and received 142 fully completed responses for analysis. 

The incomplete ones were set aside as they didn’t provide the necessary information for our 

study. 

d. Sampling Technique: 

We used convenience sampling to recruit readily accessible participants with relevant 

experience and interest, enhancing the depth and quality of our responses. 

e. Data Collection Instrument: 

We created a structured questionnaire with closed-ended questions and Likert-scale items to 

measure users' opinions, satisfaction, and challenges while using UPI payment applications. 

 

6. Hypothesis Framed: 

H₀: There is no significant relationship between ease of use, convenience, security, trust, 

accessibility, and user satisfaction with Unified Payments Interface applications. 

H₁: There is no significant relationship between ease of use, convenience, security, trust, 

accessibility, and user satisfaction with Unified Payments Interface applications. 

 

7. Limitations of the study: 

The study relies on primary data from a questionnaire, making responses prone to personal 

bias. It uses convenience sampling, which may affect the accuracy and generalizability of 

results. 

 

8. Data Analysis and Interpretation: 

 

Table 1: Profile of Respondents 

 

Sl. 

No 
Particulars Category 

No. of 

Respondents 

Percentage 

(%) 
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1 Age 

18 – 25 28 19.72 

26 – 35 45 31.69 

36 – 45 34 23.94 

46 – 55 20 14.08 

Above 55 15 10.57 

2 Gender 
Male 82 57.75 

Female 60 42.25 

3 
Educational 

Qualification 

School Level 20 14.08 

Undergraduate 52 36.62 

Postgraduate 45 31.69 

Professional/Other 25 17.61 

4 Occupation 

Student 30 21.13 

Salaried 48 33.8 

Business 34 23.94 

Others 30 21.13 

5 
Monthly 

Income 

Below ₹20,000 35 24.65 

₹20,000 – ₹40,000 40 28.17 

₹40,000 – ₹60,000 32 22.54 

Above ₹60,000 35 24.65 

 

It turns out that most of the people we surveyed are in the 26 to 35 age group, with a few more 

men than women. It’s great to see that many of them are well-educated, with a significant 

number holding undergraduate and postgraduate degrees. When we look at their jobs, salaried 

employees make up the largest section, followed closely by business owners and students who 

are also part of this group. As for their incomes, the respondents are quite diverse, but many 

seem to be earning between ₹20,000 and ₹40,000. Overall, this profile paints a picture of a 

vibrant community of young, educated, and economically active individuals who are 

embracing UPI payment applications in their daily lives. 

 

Table 2: Awareness and Usage of UPI 

 

Sl. 

No 
Particulars 

Number of 

Respondents 
Percentage (%) 

1 Aware and Using UPI 120 84.51 

2 Aware but Not Using 15 10.56 

3 Not Aware 7 4.93 

Total 142 100 
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In Table 2, we see some interesting insights about people’s relationship with UPI payment 

apps. A whopping 84.51% of respondents not only know about these applications but are also 

actively using them. That’s a strong sign of both awareness and adoption! On the other hand, 

about 10.56% are aware of UPI but haven’t taken the plunge and used it yet. Interestingly, only 

4.93% of people are completely unaware of UPI. Overall, it's clear that UPI has made a 

significant impact, with most people embracing it as a digital payment method. 

 

Table 3: Factors Influencing Users’ Opinions 

 

Factors 
Very 

High 
High Medium Low 

Very 

Low 

Weighted 

Score 

Mean 

Score 
Rank 

Ease of Use 50 45 25 12 10 539 3.79 I 

Convenience 48 42 30 12 10 532 3.75 II 

Security 40 38 32 18 14 498 3.51 III 

Trust 38 36 35 20 13 492 3.46 IV 

Accessibility 35 34 40 18 15 482 3.39 V 

 

According to Table 3, ease of use is a major concern for users, with an average score of 3.79, 

making it the top factor shaping their opinions. Right behind it is convenience, scoring 3.75. 

It’s clear that users really value the straightforward, handy nature of UPI applications. While 

security and trust are still important, they don't seem to weigh as heavily in users' minds as 

usability factors. Interestingly, accessibility comes last, suggesting that users are primarily 

focused on a simple, convenient experience when using these applications. 

 

Table 4: Level of User Satisfaction 

 

Sl. 

No 
Satisfaction Level 

Number of 

Respondents 
Percentage (%) 

1. Highly Satisfied 48 33.8 

2. Satisfied 60 42.25 

3. Neutral 18 12.68 

4. Dissatisfied 10 7.04 

5. Highly Dissatisfied 6 4.23 

Total 142 100 

 

It looks like most people really like using UPI payment apps, with 76.05% of respondents 

saying they are either satisfied or highly satisfied. On the flip side, a smaller group of 11.27% 

aren’t happy with the service, and another 12.68% are on the fence. This shows that while 
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users generally have a positive experience with UPI, there’s still room for some improvements 

to make it even better. 

 

Factors Influencing Satisfaction of Respondents – Regression Analysis 

 

Table: Multiple Regression Analysis 

 

Variables 

(Independent) 

Beta Coefficient 

(β) 
Std. Error t-value p-value 

Constant 1.102 0.415 2.655 0.009 

Ease of Use 0.328 0.082 4.012 0.000 

Convenience 0.295 0.079 3.734 0.000 

Security 0.214 0.075 2.853 0.005 

Trust 0.187 0.073 2.562 0.012 

Accessibility 0.142 0.068 2.088 0.039 

R R² Adjusted R² F-value  

0.000 0.812 0.659 0.645 52.318 

 

This analysis investigates the factors influencing user satisfaction with Unified Payment 

Interface (UPI) payment applications. The findings indicate that approximately 65.9% of the 

variance in user satisfaction is attributable to several critical factors: ease of use, convenience, 

security, trust, and accessibility. 

A detailed examination reveals that ease of use is the most significant factor, demonstrating a 

strong positive correlation with user satisfaction (β = 0.328). This indicates that users highly 

value UPI applications that are intuitive and easy to navigate. Following closely is convenience 

(β = 0.295), underscoring a preference for applications that facilitate seamless payment 

processes. 

Additionally, security (β = 0.214) and trust (β = 0.187) are essential components in fostering 

user satisfaction. Users prioritise secure, reliable transactions when using these applications. 

While accessibility (β = 0.142) is also important, its impact is comparatively less pronounced 

than the aforementioned factors. 

All identified factors are statistically significant, with p-values below 0.05, thus confirming 

their relevance to user satisfaction. Overall, the model exhibits robust significance (F = 52.318, 

p < 0.05), reinforcing the understanding that these factors collectively play a substantial role 

in shaping user satisfaction with UPI payment applications. 

 

9. Findings: 

1. The predominant demographic of users for UPI payment applications comprises young 

adults aged 26 to 35, with a marginally higher percentage of males than females.  

2. The user base primarily consists of individuals with advanced education, including 

undergraduates and postgraduates, indicating a high level of comfort with digital systems. 
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3. Most respondents identify as salaried employees, followed by business professionals and 

students, suggesting the appeal of UPI to economically active individuals. 

4. Users consistently express appreciation for the convenience and efficiency of UPI payments; 

however, concerns regarding security and trust remain significant. 

5. Overall, many users report satisfaction with UPI services, although some encounter 

frustrations related to transaction failures and technical difficulties. 

6. The primary reason for user satisfaction is the ease of use, followed by convenience, 

security, trust, and accessibility. 

7. Notably, UPI is gaining popularity across various income levels, thereby contributing to the 

growing universality of digital payment systems. 

 

10. Conclusion: 

The study exploring people’s views on UPI payment apps shows how much digital payment 

systems have woven themselves into our daily financial lives. The rise of the Unified Payments 

Interface has truly changed the way we handle transactions, making them quicker, more 

convenient, and entirely cashless. 

According to the survey, most people are not just aware of UPI payment apps but are actively 

using them. The ease of use and convenience are key factors driving their positive opinions 

and overall satisfaction. However, it’s clear that security and trust also weigh heavily on users’ 

minds when deciding whether or not to use these apps. 

The findings suggest that while many users are happy with UPI services, there are still 

challenges to address—such as occasional transaction failures and technical hiccups, as well 

as security concerns. These issues highlight the need for ongoing improvements to make UPI 

even more reliable and efficient. 

In summary, UPI payment apps have gained traction among various age groups, educational 

backgrounds, and income levels. With continued advancements in security, greater user 

education, and improvements in technology, UPI has the potential to play a significant role in 

bolstering India’s digital economy and moving towards a fully cashless society. 
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