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Introduction

Paytm acts as a virtual wallet where you can store money online and can be used instead of
debit/credit or net banking. However, to transfer the amount to the wallet, you may need any of them.
Paytm app is best for individuals who find it difficult to make payments of DTH, Mobile recharge, or
send money to friends, pay for purchases across various brands and services like Uber, Makemytrip,
Bookmyshow etc. One can Buy FASTAG through Paytm now. The Reserve Bank of India has set a
basic monthly limit. Individuals cannot keep or spend more than Rs 10,000 in your wallet in a month.
While, if anyone looking to upgrade the limit to Rs 1 Lakh, you can get the account verified using the
KYC process.

Offers and Benefits of Paytm:

Offers many exciting coupons that give you great discounts on a wide range of sites and products.
On every, successful recharge, coupons are delivered on mail Ids. Customers to be benefited are the
ones who have a Promo code and can avail discounts by entering the code on the payment mode
screen. Paytm online transactions are considered safe as millions of users transact on Paytm's
secure payment platform every month.

Objective of the Study

The primary objective of the study is “to study the satisfaction level among the Paytm users”.
Secondary objectives are:

e Toidentify the most prominent area of dissatisfaction.
e Tostudythe factors thatinfluence consumers in adoption of mobile wallets.
e Tofind out suggestionstoimprove the services.

e Developing service and/or product standards based on your findings.
Research Methodology

Researcher has taken “Exploratory research design” to carry out the study. Sampling is the process
of selecting representative, subset of a total population for obtaining data for the study of the whole
population, the subset is known as sample. In this sample size, the researcher decides the target
population to be chosen for this study. The convenience sampling method was adopted in this study.
Only select the constructional sample units which is related to the house & flats. The collection of data
is considered to be one of the most important aspects in the research methodology. Both primary
and secondary data is used in this study in order to meet the requirements of the purpose. Collected
data are from questionnaires which are designed by the researchers. This method is very easy low
cost & time consuming. This method is more accurate to the researchers. Statical tool used in the
study is Percentage Method, Weighted Average method & Rank correlation.

Limitations

1. Method of data collection was through online media and therefore bias becomes a major
limitation.
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2. Duetothe time constrain all the customers were not covered.

3. The entire respondents are not willing to provide all the information with regard to their user’'s
experiences.

4. The scope of the study is restricted only to the limited area, have the result is not applicable to
otherthanthe large area.

Data Analysis & Interpretation

Figure 1. Gender Wise Classification of The Respondents
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The Figure 1, Shows the gender wise classification of the respondents. Itis clearly observed from the
chart, 71 % of the respondents are male and 29 % of the respondents are female. Itis concluded that
majority (71 %) ofthe respondents are male.

Figure2. Age Group of The Respondents
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The Figure 2, Shows that the age wise classification of the respondents. It is clearly observed from
the chart, 55% of the respondents are in the age group of below 20 years, 20% of the respondents
are in the age group of 20 to 40 years, 15 % of the respondents are in the age group of above 40 to 60
years, and 10 % of the respondents are in the age group of above 60 years. It is concludedthat the
majority of the respondents.

Figure 3. Education of The Respondents
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The Figure 3, Shows that the Education wise classification of the respondents. It is clearly observed
from the chart, 4% of the respondents are in the high school, 4% of the respondents are under
graduate, 28 % of the respondents are graduate, 24% of the respondents are post graduate and 40%
ofthe respondents are above. Itis concluded that the majority of the respondents, (40%) are above.
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Figure 4. Income of The Respondents
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The Figure 4, Shows that the income wise classification of the respondents. Itis clearly observed from
the chart, 64% of the respondent’s has none income, 16% of the respondents has below 2 lakh
income, 8% of the respondent’s income has between 2lakh to 4lakh, 4% of the respondent’s income
has between 4lakh to 6lakh, 8%o0fthe respondent's income has between 6lakh to 8 lakh andnooneis
above 8lakh.

Fiaure 5. Profession of the respondents
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In the Figure 5, it has been observed that Profession wise classification of the respondents. From the
above chart, it is inferred that 68% of the respondents are student, 16% of the respondents are in
service, 8% of the respondents are business man and 8% of the respondents are house wife. It has
been observed from the chart that majority of the respondents, (68%) are student.

Figure 8. Period Usage of Paytm
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The figure 6, clearly point out that classification of the respondents on the basis of period of usage of
Paytm. From the above graph, it is inferred that 13% of the respondents are using the Paytm daily,
47.80% of the respondents are using the Paytm weekly, 39.10% of the respondents are using the

Paytm monthly. Itis inferred from the above table that Majority of the respondent’s (47.80 %) are using
Paytm on weekly basis.



B i

Figure 7. Paytm Apps Using Devices
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The figure 7, clearly point out that Paytm apps using device. From the above graph, itis inferred that
75% of the respondents are using the Paytm app through smart phone, 2% of the respondents are
using the Paytm app through computer, 23% of the respondents are using the Paytm app through
both mediam. It is inferred from the above graph that Majority of the respondent’s (75%) are using
Paytm app through smart phone.

TABLE 1. Level of Satisfaction in Paytm’s Services

S [ Paramcter | (HS) | (S) [ (N) (DS) | (HD) | Weighted Rank
NO. average correlation
. |[Monct |6 |33 [31 [59 [24 [2946 2
transfer 65 168 | 117 ] 72 20)
235 Recharge 13, 420 |39 )36 |20 26.40 3
30 132193 | LI8 |24
5 Shopping | 0 13 {67 |44+ |26 24,406 4
0 §2 |26 156 | 49
4. | Bills 39 |24 [34 |33 |20 3193 1
payment 195 (96 | 102 ] 66 20

(HS-Highly Satisfied), (S-Satisfied), (N-Neutral) (DS-Dissatisfied) (HD- Highly Dissatisfied)

The table 1, It has been observed that, the Paytm users satisfaction levels was the best in bill
paymentwas 1st rank, money transferis 2nd rank, recharge was 3rd rank, shopping 4th rank.

Graph 2
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The graph 2, It has been observed that, the satisfaction level on Paytm services was the best in cost
effective was 1st rank & highest rank, time saving was 2nd rank & 2nd highest rank, security of
application is in 3rd rank & 2nd last average, easy to use was 4th rank & lowest average. Itmeans that
allrespondents are Highly satisfy it's cost effectiveness.
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Figure 8. Maximimum Money Loaded in Paytm
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The figure 8, it represent the only 17% of respondents are load money more than 10000, 13% of
respondent are between 5000 to 10000 and the highest respondent in less than 5000.

Figure 9. Obstacles Faced by The Users
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The figure 9, in this pie chart represent the security of mobile payment 33.30%, more time
consumption respondents are 20.80%, regard losing money respondents are 29.20%, not use
international transaction regards are 16.70%. According the respondents the major obstacle faced
by the user is security of mobile payment (33.30%).

Conclusion and Recommendations
Result of the study:
- 71%ofthe respondents are Male and 29% of the respondents are Female.

- 55% ofthe respondent’s age is below 20 Years and 10% of the respondent’s age is Above 60.

- 40% of the respondent’s Education Qualification is above and 4% of the respondents are in high
school.

- 64 % of the respondent’s monthly income is none and 4 % of the respondent’s monthly income is
4 to 6 lakh.

- 68%ofthe respondent’s are student and 4 % of the respondents are house wife.

- 75 % of the respondents are using the Paytm service through smart phone and 2 % of the
respondents are using the Paytm service through computer.
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- 50.6 % of the respondents are opinion that desirable in the Paytm services and 5.3 % of the
respondents are opinion that vital in the Paytm services.

- 52 % of the respondents know about Paytm services through online and 4 % of the respondents
know about Paytm services through friends.

- 70 % of the respondent’s average monthly spending Paytm usage id less than 25000 and 13% of
the respondent’s average monthly spending Paytm usage is 35000 to 10000.

- 56 % of the respondents told that problem arising in Paytm services are rectified in 1 days and 7 %
of the respondents told that problem arising in Paytm service rectified more than 2 days.

- 47.3 % of the respondents are opined that Satisfied Paytm services and and 10.7 % of the
respondents are Dissatisfied Paytm services.

- The Paytm user’s satisfaction level the best in bill payment is 1st rank and shopping were 4th
rank.

- The satisfaction level on Paytm services the best in costis 1st rank and easy to use is 4th rank.

Through these data, it help to understand the survey i.e. (Customer satisfaction towards Paytm) it is
clearly seen that through selected units area most of the people are male who are students & service
man and use Paytm for shopping & bills payments through online medium. Both are loaded money
per month approx 5000 rupees and use Paytm services on daily basis through smart phones.
Through its cost effectiveness it is easy to use and all are access this application through their smart
phones. And in future it's demand will increase because above the 40-t0-60-year people are use few
percent but upcoming days is covering the wide area in the market. Due to its cost, easy access and
it contribute its best in our economy; to promote the cashless transaction through Paytm.

Conclusion

Paytm usage awareness as spread among the people in India due to government policy of
demonetization and this as forcefully induced the usage of Paytm. Paytm supports their customers
to transfer their payments with the usage of their mobile phones in the easiest way. Paytm officers
should frequently visit the customers and enquire about their requirements and problems they face.
Paytm has to increase its advertising in television media in order to increase the awareness to the
general public. Paytm services may also introduce some sales promotion activities, such as cash
discounts, reduce service charges and gift etc. It can be concluded that they will be a tremendous
growth in adoption of Paytm in the forthcoming years. Throughiit's cost effectiveness itis easy to use
and all are access this application through their smart phones. And in future it's demand will increase
because above the 40 to 60 year people are use few percent but upcoming days is covers the wide
areain the market. Due toit's cost, easy access and it contribute it's best in our economy; to promote
the cashless transaction through Paytm.

Recommendations

From the researcher suggested that the respondents are satisfied by Paytm service. But level of
satisfaction is low in the following areas shopping, ticket booking, transaction speed, grievance
handling methods due network errors and paytm not gives the cash back offers and not introduce
the biggest sale as other application companies .paytm takes more service charges as compare to
others. The researcher would like to request the Paytm to probe into the suggestions mentioned and
take actions, these are necessary for the benefit of Paytm services. -
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