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Abstract 

This study investigates how the consumers view digital payment methods and the variables that affect 

their level of the confidence.  Given the speed at which the digital transactions are expanding, it is essential 

to the comprehend customer attitudes and it concerns in order to promote broader usage and the guarantee 

dependable and secure services. 137 participants' information was gathered via a survey tool.  To compare 

groups and to examine notable variations in views and the levels of trust, independent samples t-tests were 

used. Every variable that was measured, including age, gender, occupation, location, platform usage, 

frequency of use, reasons for use, perceived handiness, ease of use, security perceptions, reservations, 

trust, and the significance of security features, showed the statistically significant differences between the 

groups, according to the findings.  These findings demonstrate that the intricate interactions between the 

variables influencing consumer behavior in the context of digital payments and offer insightful 

information to the stakeholders looking to improve user experience and foster trust in these ecosystems. 

The precise causes of these variations as well as the effects of the demographic characteristics, 

technological literacy, and the cultural contexts on the acceptance of digital payments could be the subject 

of future studies. 
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Introduction 

Digital payments have the transformed the way of people make transactions worldwide over the last ten 

years and are now a crucial component of contemporary financial systems. The financial environment has 

seen an unparalleled transition from the conventional cash and card-based systems to more effective, safe, 

and convenient digital payment options with the introduction of the technology like smartphones, mobile 

wallets, and block chain. Consumers can now pay at any time and from any location, doing away with the 

necessity for actual cash and the facilitating quicker, easier financial transactions. Digital payments have 

made it easier for the people, companies, and the governments to trade money through peer-to-peer 

transfers and online purchases. 

Consumer trust, however, is one of the biggest obstacles to the acceptance and the broad usage of the 

digital payment systems as their popularity continues to rise. Although trust is a crucial component of all 

financial transactions, it assumes a special significance in the digital payments since these transactions 

frequently take place virtually and depend on the electronic systems and outside service providers. 

Customers need to have faith that their private financial data, including the bank account numbers and 

credit card information, will be safe and shielded against fraud, hacking, and illegal access. Without this 
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trust, customers could be hesitant to embrace or keep using systems they do not fully trust, which could 

impede the growth and adoption of digital payments. 

The growing frequency and the sophistication of cybercrimes, such as identity theft, financial fraud, and 

the data breaches, highlight the significance of trust in the context of digital payments. Millions of 

customers' financial and personal information has been made public by data breaches in the US alone, 

raising serious concerns about the safety of the online payment systems. High-profile events like these 

have the potential to undermine customer trust, which could result in a reluctance to use digital payment 

technology or a return to more conventional payment methods. Furthermore, the opaqueness of the digital 

payment systems' handling of client data and transactions can erode consumer confidence and breed 

distrust. 

However, there are the indisputable advantages to digital payments that may encourage uptake. For 

example, they offer more accessibility, quickness, and convenience than the conventional payment 

options. With a few taps or clicks on their mobile devices, customers may transfer or receive money from 

anywhere in the world, eliminating the need for them to carry real currency or travel to the bank. These 

advantages, along with the rise in e-commerce and contactless the payment usage, have led to a major 

shift in the consumer behavior toward digital payments, particularly among younger, tech-savvy 

consumers. 

The widespread use of the digital payments is still hampered by customer trust, despite these benefits. 

Service providers must respond to customer concerns about security, privacy, and the data protection if 

digital payment systems are to the realize their full potential. Strong security measures like encryption and 

multi-factor authentication must be put in place, but so must transparent communication about the 

collection, storage, and usage of the customer data. Additionally, regulatory agencies play a critical role 

in creating and implementing standards for the consumer protection, privacy, and digital payment security. 

Regulatory frameworks are developing in the several nations to meet the particular difficulties presented 

by digital payments, establishing rules for financial transactions and data protection. 

Consumer experience is a major factor in the determining trust in digital payment systems, in addition to 

security and legal reasons. Customer service, transaction speed, and ease of use are all crucial components 

in making sure that users are at peace and the confident when utilizing these services. Users may grow 

impatient and reluctant to use digital payment systems if they are the difficult to use or prone to mistakes. 

However, a smooth, simple, and easy-to-use experience can build confidence and promote frequent usage 

of these platforms. 

The purpose of this study is to investigate the connection between the consumer trust and the digital 

payments, with a particular emphasis on identifying the critical elements that affect how customers view 

these systems. It will look into how customer trust is affected by security features, transparency, user 

experience, and privacy policies. It will also look into how demographic factors like age, income, 

education, and technology literacy affect how consumers feel about the digital payments. By looking at 

these variables, the study will offer useful information to companies and the digital payment providers 

who want to boost customer confidence and increase platform usage. 

 

Objectives of the study 

• To explore customer attitudes and views regarding digital payment methods and pinpoint the main 

elements affecting their level of confidence in these platforms. 
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• To determine how customer acceptance and trust in digital payment platforms are impacted by 

security, privacy, and usability. 

 

Research methodology 

In order to examine views and trust in digital payments, the study would use a descriptive research design 

with 137 respondents from Coimbatore city. T-tests and descriptive statistics will be employed to assess 

consumer trust and find noteworthy variations among demographic groupings. 

 

Review of literatures 

Qing Yang , Chuan Pang , Liu Liu , David C. Yen , J. Michael Tarn(2015) the authors stated that in 

the relatively developed stage of the China's online payment ecosystem, this study examines the 

components of perceived risk and trust, which are the two most important determinants influencing 

consumer behavior. Additionally, based on their distinct roles in influencing consumer trust, it examines 

and divides perceived risks of various kinds into two categories: transactional perceived risk and the 

systematic perceived risk. In particular, based on the framework of TRA, TPB, TAM, and DTPB, we 

suggest two new constructs of the comparison and assessment in addition to a conceptual model of trust 

and particular risk aspects. The findings indicate that the customers in China have developed trust as a 

precondition for their perceived risks in the current stage of online payments. 

Pooja Gupta1, Dr. Rahul Hakhu (2021) the authors stated that the purpose of this study is to investigate 

how the intention to utilize digital payment systems interacts with perceived security and perceived trust. 

Customers' perceptions of the security and trust have been examined through an analysis of their technical 

protection, the transaction processes, and the security behavior. It is anticipated that the study's conclusions 

will add to the body of existing research and it clarify how the people perceive security and trust in order 

to boost the use of digital payments. 

Omkar Poudel, Mohan Prasad Sapkota (2022) the authors stated that in the case of the e-payment 

system, the study looked at how security and the privacy affected consumers' trust and how that affected 

their perception of quality. The study also looked at how perceived utility and the simplicity of use affected 

perceived quality. The measurement and the structural models were used to examine the gathered data. 

The study came to the conclusion that customers' trust in the e-payment platform is heavily influenced by 

the privacy and security, and that trust is the dependent on these factors. Additionally, it is determined that 

the customers' perceptions of the e-payment platform's quality are positively impacted by trust. As e-

payment platforms are used more often in the Nepal, security and privacy concerns are growing, making 

them important considerations. 

Frederik G. Worang, Ferdinand J. Tumewu(2022) the researcher stated that the findings of the 

demonstrated that, whereas perceived risk and consumer trust had no discernible impact on the merchant 

intention to use QRIS as a digital payment method, perceived ease of use had a substantial impact. Because 

QRIS is low risk, simple to use, and May save time quickly and efficiently, it is suggested that the 

merchants who have not yet made the changeover to non-cash transactions utilize it as a digital payment 

method. Additionally, it is advised that this research be expanded by future scholars. 

Shinki Katyayani Pandey (2022) the author stated that the transfer of value from one payment account 

to another through a digital device, such as a computer, POS, or mobile phone, and a digital 

communication channel, such as SWIFT or mobile wireless data, it is referred to as a digital payment, or 

the electronic payment.  The study aims to examine the historical development of the digital payment 
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methods and the effects of COVID-19 on India's digital payment systems. According to the study's 

findings, digital payments in the India saw a strong 26.2 percent volume growth in 2020–21, on top of a 

44.2% expansion the year before. Last but not least, it has been noted that during the COVID-19 pandemic, 

people shifted to using various digital payment methods since they were worried about health rules and 

were terrified of making cash transactions. 

Nora Montgomery and Irma Vajraca (2024) the authors stated that the study identifies successful 

strategies including collaborating with the respectable businesses, carrying out user-centric research, 

customizing services to the cultural quirks, and striking a balance between the efficiency and security 

measures. Additionally, the results emphasize the value of sustained investment and ongoing work to build 

user trust, providing insightful information that helps fintech players make wise choices and to advance 

their procedures. By providing useful strategies for the navigating trust when providing digital payment 

services, this work advances the rapidly developing field of information systems research. 

 

Analysis and Interpretations 

 

Descriptive Statistics 

 

N Minimum Maximum Mean 

Std. 

Deviation 

Age 137 1.00 7.00 3.8905 1.78918 

Gender 137 1.00 2.00 1.4526 .49957 

Occupation 137 1.00 5.00 2.4234 1.19879 

Location 137 1.00 3.00 1.7007 .80773 

Which digital payment platforms did you use in 

the last six months? 
137 1.00 6.00 3.1898 1.57896 

How frequently do you utilise digital payment 

methods? 
137 1.00 5.00 2.5109 1.34009 

Which of the following are the reasons you use 

digital payments? 
137 1.00 4.00 1.8175 .92529 

How handy do you find digital payment methods 

versus traditional payment methods (cash, 

cheques, etc.)? 

137 1.00 5.00 2.0803 1.04360 

How easy do you find it to use digital payment 

platforms? 
137 1.00 5.00 2.0365 1.22720 

Do you think digital payment systems are secure? 137 1.00 5.00 2.1971 1.33856 

What are your reservations, if any, regarding using 

digital payment systems? 
137 1.00 6.00 3.1095 1.50332 

How much do you trust digital payment services 

(such as PayPal, Venmo, and Apple Pay)? 
137 1.00 5.00 1.8394 .99435 
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How important is it to you that a digital payment 

platform includes robust security features (such as 

encryption and multi-factor authentication)? 

137 1.00 5.00 2.1752 1.09744 

Which variables impact your decision to choose a 

new digital payment platform? 
137 1.00 5.00 2.1825 1.34612 

Do you suggest digital payment systems to others? 137 1.00 4.00 1.7153 .80393 

Valid N (listwise) 137     

Interpretation 

Dataset: The data explores the digital payment methods, gathered from 137 participants (N=137). 

Age Variability: Participant ages varied, with a likely range from 1 to 7, averaging around 3.89. 

Gender Distribution: Gender is represented by 1 or 2, with an average of 1.45, suggesting a relatively 

balanced group or a slight majority of one gender. 

Occupational Diversity: Occupations, coded 1 to 5, show representation across from various categories, 

with an average of 2.42. 

Location Spread: Participants' locations, coded 1 to 3, indicate a diverse from geographical background, 

averaging 1.70. 

Platform Usage: Individuals used between 1 and 6 digital payment platforms in the last 6 months, with an 

average of about 3.19 platforms. 

Usage Frequency: On a 1 to 5 scale, the frequency of using the digital payments averaged 2.51, indicating 

moderate usage. 

Motivations: Reasons for using the digital payments (1 to 4 scale) averaged 1.82, implying that participants 

selected multiple reasons. 

Perceived Handiness: Compared to the traditional methods, digital payments were rated 2.08 out of 5 in 

terms of handiness, suggesting a slight preference. 

Ease of Use: Ease of using the digital payment platforms (1 to 5 scale) averaged 2.04, indicating a 

generally positive experience. 

Security Perceptions: Security concerns (1 to 5 scale) averaged 2.20, suggesting the moderate confidence 

in the security of digital systems. 

Reservations: Concerns about using the digital payments (1 to 6 scale) had an average of 3.11, implying 

some reservations among participants. 

Trust Levels: Trust in the digital payment services (1 to 5 scale) averaged 1.84, indicating a relatively 

neutral stance. 

Importance of Security Features: Robust security features in the platforms (1 to 5 scale) were rated as 

important, averaging 2.18. 

Suggestions: Recommending digital payment of the systems to others (1 to 4 scale) averaged 1.72, 

indicating moderate likelihood of recommending. 
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T Test 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Age 137 3.8905 1.78918 .15286 

Gender 137 1.4526 .49957 .04268 

Occupation 137 2.4234 1.19879 .10242 

Location 137 1.7007 .80773 .06901 

Which digital payment platforms did you use in 

the last six months? 
137 3.1898 1.57896 .13490 

How frequently do you utilise digital payment 

methods? 
137 2.5109 1.34009 .11449 

Which of the following are the reasons you use 

digital payments? 
137 1.8175 .92529 .07905 

How handy do you find digital payment methods 

versus traditional payment methods (cash, 

cheques, etc.)? 

137 2.0803 1.04360 .08916 

How easy do you find it to use digital payment 

platforms? 
137 2.0365 1.22720 .10485 

Do you think digital payment systems are 

secure? 
137 2.1971 1.33856 .11436 

What are your reservations, if any, regarding 

using digital payment systems? 
137 3.1095 1.50332 .12844 

How much do you trust digital payment services 

(such as PayPal, Venmo, and Apple Pay)? 
137 1.8394 .99435 .08495 

How important is it to you that a digital payment 

platform includes robust security features (such 

as encryption and multi-factor authentication)? 

137 2.1752 1.09744 .09376 

Which variables impact your decision to choose 

a new digital payment platform? 
137 2.1825 1.34612 .11501 

Do you suggest digital payment systems to 

others? 
137 1.7153 .80393 .06868 
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One-Sample Test 

 Test Value = 0 

 

t df 

Sig. (2-

tailed) 

Mean 

Difference 

95% Confidence 

Interval of the 

Difference 

 Lower Upper 

Age 25.451 136 .000 3.89051 3.5882 4.1928 

Gender 34.033 136 .000 1.45255 1.3682 1.5370 

Occupation 23.661 136 .000 2.42336 2.2208 2.6259 

Location 24.645 136 .000 1.70073 1.5643 1.8372 

Which digital payment platforms did you use in 

the last six months? 
23.646 136 .000 3.18978 2.9230 3.4566 

How frequently do you utilise digital payment 

methods? 
21.931 136 .000 2.51095 2.2845 2.7374 

Which of the following are the reasons you use 

digital payments? 
22.991 136 .000 1.81752 1.6612 1.9739 

How handy do you find digital payment 

methods versus traditional payment methods 

(cash, cheques, etc.)? 

23.332 136 .000 2.08029 1.9040 2.2566 

How easy do you find it to use digital payment 

platforms? 
19.424 136 .000 2.03650 1.8292 2.2438 

Do you think digital payment systems are 

secure? 
19.212 136 .000 2.19708 1.9709 2.4232 

What are your reservations, if any, regarding 

using digital payment systems? 
24.210 136 .000 3.10949 2.8555 3.3635 

How much do you trust digital payment services 

(such as PayPal, Venmo, and Apple Pay)? 
21.652 136 .000 1.83942 1.6714 2.0074 

How important is it to you that a digital payment 

platform includes robust security features (such 

as encryption and multi-factor authentication)? 

23.199 136 .000 2.17518 1.9898 2.3606 

Which variables impact your decision to choose 

a new digital payment platform? 
18.977 136 .000 2.18248 1.9550 2.4099 

Do you suggest digital payment systems to 

others? 
24.974 136 .000 1.71533 1.5795 1.8512 

Interpretation 

Purpose: The table shows the results of independent samples t-tests, comparing two across various digital 

payment-related variables. 

Significance: All tests are statistically significant (Sig. (2-tailed) = .000, which means p < .001). This 

indicates a meaningful difference between from the two groups on every variable. 
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Age: The average age differs significantly between groups. The mean difference is not directly shown, but 

the 95% CI suggests the range from where the true difference likely lies. 

Gender: Gender distribution is statistically different between from the groups. 

Occupation: Occupational representation varies significantly between from the groups. 

Location: Participants' locations differ significantly between from the two groups. 

Platform Usage: The number of digital payment platforms used differs significantly between the groups. 

Usage Frequency: How often digital payments are used varies significantly between the groups. 

Reasons for Use: The reasons for using digital payments differ from the significantly between groups. 

Handiness: Perceptions of the handiness of the digital payments compared to traditional methods differ 

significantly. 

Ease of Use: Perceptions of the ease of using the digital payment platforms differ significantly. 

Security Perceptions: Beliefs about the security of the digital payment systems differ significantly between 

groups. 

Reservations: The level of reservations about using the digital payments differs significantly between 

groups. 

Trust: Trust in digital payment services differs significantly between the groups. 

 

Conclusion 

This study concludes by emphasizing how important customer trust is to be uptake and the effectiveness 

of the digital payment systems. Features like the encryption and the multi-factor authentication are crucial 

in building trust, and security concerns especially those related to fraud and the data privacy remain at the 

forefront of consumer perceptions. Building confidence also requires transparency in the use of data and 

compliance with legal requirements. Consumer perceptions of the digital payments are influenced by 

demographic factors like age and technology literacy; younger, tech-savvy people are typically more 

inclined to embrace these systems. Many customers value the ease and effectiveness of digital payments 

in spite of reservations. Payment providers must place a high priority on the strong security, the transparent 

communication, and the customized user experiences in order to increase confidence. 
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