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ABSTRACT 

India's digital payment ecosystem has grown rapidly since 2016, driven by UPI, demonetization, and the Digital 

India initiative. Coimbatore, Tamil Nadu has seen significant adoption of mobile and card-based payments. At 

the same time, cyber fraud and payment-related security threats have also increased. This study explores 

whether these security incidents actually discourage people from using digital payments. The study surveyed 

86 digital payment users in Coimbatore using a structured questionnaire. Data were analysed using percentage 

analysis, one-way ANOVA, and simple linear regression through Microsoft Excel. 

The study concludes that actual fraud incidents do not deter digital payment usage. What matters is how risky 

users feel digital payments are not whether fraud actually occurred. Regulators and payment platforms should 

focus on reducing users fear of risk through clear communication, better grievance resolution, and targeted 

awareness programmes, especially in semi-urban and rural areas of Coimbatore. 

Keywords: Analysis, Investigation, Research. 

I. INTRODUCTION 

Over the past decade, India has undergone a significant and far-reaching transformation in its financial 

transaction ecosystem, shifting from a predominantly cash-based economy toward a digital payment-oriented 

economy at a pace that has attracted global attention. This transition did not occur in isolation but was shaped 

by a confluence of technological, regulatory, economic, and social forces that together created the conditions for 

a digital payment revolution of historic proportions. Understanding the origins, drivers, and implications of this 

transformation is essential context for evaluating the role that security incidents play in shaping the trajectory 

of digital payment adoption across all segments of the Indian population. 

For decades before the digital payment era, India's economy was characterised by a heavy reliance on physical 

currency for everyday transactions. Cash was the dominant medium of exchange for purchases of goods and 

services, for wage payments, for remittances, and for interpersonal financial obligations at virtually every level 

of society. The RBI historical data confirms that currency in circulation as a proportion of GDP remained 

steadily high through the early 2010s, reflecting not only consumer preference for cash but also structural 

factors such as limited banking penetration, inadequate payment infrastructure in rural and semi-urban areas, 

and a large informal economy that operated almost entirely outside the formal financial system. The 

combination of these factors created a deeply entrenched cash culture that would require extraordinary forces 

to meaningfully disrupt. 

The banking system, while well-established in metropolitan areas, had historically struggled to extend its reach 

to the hundreds of millions of Indians living in rural regions or engaged in informal economic activity. Many 

individuals lacked the documentation required to open bank accounts, found bank branches too distant or 

inaccessible to use regularly, or simply lacked the financial literacy to navigate formal banking services. This 

exclusion from the formal financial system was both a symptom and a cause of broader economic inequality, 

limiting the ability of low-income households to save safely, access credit, transfer money efficiently, or 

participate in the formal economy on equitable terms. The economic cost of financial exclusion was substantial, 
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encompassing not only the direct costs of cash handling and informal money transfer but also the opportunity 

costs of foregone investment, credit, and insurance. 

The seeds of change were sown gradually through the 2000s and early 2010s, as mobile telephony expanded 

rapidly across India, bringing connectivity to regions that had never had reliable landline infrastructure. The 

growth of mobile phone ownership created a new channel through which financial services could potentially be 

delivered, and a new generation of fintech entrepreneurs and technologists began exploring ways to leverage 

this connectivity to create more inclusive and efficient payment systems. At the same time, the Indian 

government began investing in the digital infrastructure - including the Aadhaar biometric identification 

system and the National Payments Corporation of India - that would later underpin the country's digital 

payment transformation. The result of these converging forces is a financial landscape that has been 

fundamentally reshaped within a single decade, positioning India as a global reference point for digital payment 

innovation, scale, and inclusivity. 

HISTORICAL EVOLUTION OF PAYMENT SYSTEMS IN INDIA 

To appreciate the magnitude of India's digital payment transformation, it is instructive to consider the 

historical evolution of payment systems in the country over a longer time horizon. Payment systems in India 

have evolved through several distinct phases, each shaped by the technological capabilities, regulatory 

frameworks, and economic conditions of its era, and each laying the groundwork for the subsequent phase. This 

historical perspective helps contextualise the current digital payment revolution as the latest and most 

dramatic chapter in an ongoing story of financial modernisation. 

The earliest phase of India's formal payment system history was dominated by physical instruments - currency 

notes, coins, cheques, and demand drafts - processed through the branch network of the banking system. The 

introduction of the Magnetic Ink Character Recognition cheque clearing system in the 1980s represented the 

first significant step toward automation in payment processing, reducing the time required to clear cheques 

and improving the efficiency of the interbank settlement process. The expansion of the ATM network from the 

early 1990s onwards gave customers access to cash outside banking hours and reduced the pressure on branch 

counter services, while also familiarising a generation of bank customers with the use of electronic cards for 

financial transactions. 

The second phase of evolution began with the advent of internet banking in the early 2000s, as India's growing 

IT sector and expanding internet connectivity created the conditions for banks to offer online account access 

and fund transfer capabilities. Early internet banking services were limited in functionality and adoption, 

constrained by slow internet speeds, limited computer ownership, and security concerns about online financial 

transactions. However, they established the conceptual template for what digital financial services could offer 

and began the process of building the institutional capabilities - in technology infrastructure, security 

architecture, and regulatory frameworks - that would be needed for more ambitious digital payment initiatives. 

The third phase, beginning in the mid-2000s with the establishment of NPCI and the launch of IMPS in 2010, 

marked the transition to real-time digital payments at scale. IMPS was the world's first 24/7 real-time 

interbank retail payment system available on mobile phones, and its launch demonstrated that instant digital 

fund transfer was technically feasible and commercially viable in the Indian context. The subsequent 

introduction of UPI in 2016 built on the IMPS foundation to create the interoperable, multi-application, open-

architecture platform that has become the cornerstone of India's digital payment ecosystem. Each of these 

evolutionary steps built on the technical, institutional, and social learning of the previous phases, creating a 

cumulative capability that enabled the current era of mass digital payment adoption. 

GOVERNMENT POLICY INITIATIVES AND FINANCIAL INCLUSION 

The digital payment revolution in India cannot be understood without reference to the comprehensive set of 

government policy initiatives that created the enabling environment for its growth. These initiatives were not 

merely promotional campaigns but represented substantive investments in infrastructure, institutional 

frameworks, and regulatory architecture that made digital payments possible at scale for a population of 1.4 
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billion people with enormous diversity in income levels, educational attainment, technological familiarity, and 

geographic circumstances. 

The Digital India was initiated in July 2015, established the overarching policy framework within which digital 

payment promotion was situated. The programme's three core vision areas - digital set-up as a effectiveness for 

all citizen, governance and services on demand, and digital authorization of citizens - collectively created the 

political and administrative will to invest in the systems and processes needed to make digital transactions a 

reality for ordinary Indians. The Digital India programme catalysed investments in broadband connectivity, 

Common Service Centres, e governance platforms, and digital literacy initiatives that significantly lowered the 

barriers to digital participation for previously excluded populations across the country. The Jan Dhan 

AadhaarMobile (JAM) trinity represents perhaps the most important structural intervention in creating the 

conditions for mass digital payment adoption. The Pradhan Mantri Jan Dhan Yojana, was launched in August 

2014, opened over 270 million zero-balance savings accounts, bringing previously unbanked individuals into 

the formal financial system. The Aadhaar system provided a universal biometric identity infrastructure 

enabling e-KYC verification that dramatically reduced the cost and complexity of customer onboarding. The 

entry of Reliance Jio into the telecom market in September 2016 precipitated a dramatic collapse in mobile data 

prices, making internet access economically viable for hundreds of millions of previously excluded users and 

creating the connectivity on which digital payment applications fundamentally depend. Beyond the JAM trinity, 

the government actively promoted specific digital payment tools. The BHIM application, launched in December 

2016, provided a simple government-backed UPI interface accessible to users with limited smartphone 

experience. Direct Benefit Transfer programmes routed government welfare payments through bank accounts, 

incentivising recipients to engage with formal digital financial services. The GST reform, implemented in July 

2017, created powerful incentives for merchants to accept digital payments and maintain digital transaction 

records. Collectively, these initiatives created a policy ecosystem that was comprehensively aligned with the 

goal of expanding digital payment adoption - an alignment between regulatory, fiscal, and promotional policy 

that has few parallels in the global history of payment system development. 

GROWTH TRAJECTORY AND SCALE OF DIGITAL PAYMENT ADOPTION 

The growth of digital payments in India over the study period (2016-2025) has been nothing short of 

extraordinary, representing one of the most rapid and large-scale transformations of a payment system in the 

history of global finance. UPI processed approximately 17.9 million transactions in its first full year of operation 

(2016-17). By 2018-19, this figure had grown to over 5.4 billion annually. The fiscal year 2020-21 - the COVID-

19 year - saw UPI cross 22 billion annual transactions, and by 2022-23, over 83 billion transactions valued at 

approximately Rs.139 trillion were processed. The system crossed 100 billion annual transactions in 2023-24, a 

milestone that underscores the extraordinary velocity of growth that has characterised the platform since its 

inception. The month-by-month data tells an equally striking story. UPI crossed the milestone of one billion 

monthly transactions in October 2019, reached two billion in October 2020, five billion in October 2021, and 

has continued to set new records with each subsequent year. By 2024, UPI was regularly processing over nine 

billion transactions per month, making it one of the busiest retail payment systems anywhere in the world. The 

per-capita transaction rate has similarly increased dramatically, reflecting not only the growth of the user base 

but the deepening of usage - as UPI evolved from a tool used primarily for peer-to-peer transfers to an all-

purpose payment method used for grocery purchases, utility bills, insurance premiums, investment 

transactions, and a rapidly expanding range of other financial activities. The number of registered UPI users has 

grown from a few million in 2016–17 to several hundred million by 2025. Participating banks have grown from 

21 at launch to over 350, encompassing virtually every scheduled commercial bank, payments bank, small 

finance bank, and cooperative bank in India. Card-based payments, internet banking transactions, and mobile 

wallet usage have similarly grown, collectively contributing to a digital payment landscape that now accounts 

for the large majority of retail financial transactions by volume. The geographic reach of adoption has expanded 

from initial concentration in large metropolitan cities to consistent penetration of Tier 2 and Tier 3 cities, small 

towns, and increasingly rural areas — a spatial diffusion that reflects the progressive lowering of barriers to 

digital payment access and the growing ubiquity of acceptance infrastructure. 
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II. LITERATURE REVIEW 

Security trust mediates relationship between perceived risk and adoption. Emini, Budić & Volarević (2026). 

Trust and cybersecurity significantly shape post-incident perceptions of digital payment reliability. Al Jaradat & 

Shukla (2025). Perceived usefulness and security of UPI directly influence adoption. Joshi, Pathak & Kulkarni 

(2025). Extended TAM shows perceived risk and privacy concerns reduce digital payment usage. Patnaik et 

al.(2023). Generational differences moderate perceived risk and benefit of fintech adoption. Jain & Raman 

(2023). Found that frequent fraud reports lower perceived control and adoption rates. Prasad & Mehta (2022). 

Fear of financial loss moderates adoption despite convenience. Srivastava & Gupta (2020). Perceived 

technological and privacy risks reduce UPI adoption among youth. Singh & Kaur (2018). Early-stage study 

showing awareness gap about security measures. Sinha & Patel (2017). Found digital literacy and risk 

perception as strong predictors of e-payment adoption. Tiwari & Reddy (2016) 

III. METHODOLOGY 

NEED FOR THE PRESENT STUDY 

Despite the growing body of academic and practitioner literature on digital payment adoption in India, 

significant gaps remain in the empirical understanding of the relationship between security incidents and 

adoption behaviour. Existing studies have largely treated digital payment growth and cybersecurity threats as 

separate phenomena, analysed through different disciplinary lenses and with different data sources, without 

systematically examining the causal and correlational relationships between them. This disciplinary 

fragmentation has limited the ability to draw policy-relevant conclusions about the net effect of security 

incidents on adoption trajectories and the effectiveness of regulatory and institutional responses in sustaining 

user confidence. Survey-based studies on digital payment adoption risk have often relied on hypothetical risk 

scenarios and student samples, limiting their external validity for the broader and more diverse population of 

Indian digital payment users. Studies based on aggregate transaction data have typically lacked the micro-level 

detail needed to identify behavioural responses to security incidents at the individual or household level. And 

policy analyses of regulatory interventions have often been descriptive rather than evaluative, documenting 

what measures have been implemented without rigorously assessing their effectiveness in changing user 

behaviour or reducing fraud incidence. Each of these gaps limits the practical utility of existing research for the 

policymakers, financial institutions, and technology companies who need evidence-based guidance for their 

security investment and consumer protection decisions. The present study addresses these gaps by combining 

secondary data analysis of national-level fraud and adoption trends with primary survey research capturing 

individual user perceptions and behaviours. By examining both the macro-level patterns visible in official 

statistical data and the micro-level dynamics revealed through direct user engagement, the study aims to 

produce findings that are both empirically grounded and practically useful. The explicit integration of 

theoretical frameworks from technology adoption research, behavioural economics, and consumer psychology 

provides a conceptual structure for interpreting the findings and situating them within the broader academic 

conversation. And the temporal span of the study — covering 2016 to 2025 and thus encompassing the full arc 

of India's digital payment revolution from demonetization through COVID-19 to the post-pandemic period — 

ensures that the findings reflect the full complexity of a rapidly evolving ecosystem rather than a snapshot of 

any single phase. 

PROBLEM STATEMENT 

Numerous researchers have examined the rapid growth of digital payments in India, highlighting the expansion 

of UPI, cards, and wallets as part of the broader Digital India and financial inclusion agenda. Studies on digital 

payment trends show that UPI alone has grown to account for the majority of retail digital transactions, with 

volumes and values rising sharply year after year. Parallel literature documents increasing cyber threats, fraud 

incidents, and security vulnerabilities in India’s digital payment ecosystem, noting that the financial sector is 

among the most targeted for cyber-attacks and retail payment frauds, a pattern that is clearly visible in 

Coimbatore’s urban and semi-urban digital transaction environment. Policy and industry reports further 

describe how regulators and payment operators have introduced security measures, awareness campaigns, and 
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authentication frameworks to combat fraud and protect consumers in this fast-growing environment. Despite 

this expanding body of work on digital payments, existing research still leaves important gaps concerning the 

relationship between security incidents and adoption behaviour. While trend analyses describe growth before 

and after major events such as demonetization and COVID-19, they often treat fraud and security data 

separately from adoption metrics, without systematically linking the two. Moreover, although several studies 

and reports highlight rising cyber fraud complaints and card/internet-related frauds, they provide limited 

empirical insight into whether these incidents materially influence consumer confidence and usage patterns at 

the aggregate level. Research also tends to focus on technology, infrastructure, or user convenience, giving 

comparatively less attention to how perceived risk and objective security incidents together shape the 

trajectory of digital payment adoption in India over time. 

Objectives of the Study 

1. To assess the growth trends of digital payment transactions (UPI, cards, wallets, net banking) in India from 

2016 to 2025 by measuring year-on-year changes in transaction volume, value, and user base across different 

digital payment modes. 

2. To examine the pattern and prevalence of security incidents and fraud complaints related to digital payments 

in India by analysing reported fraud cases, cyber-attack incidents, and consumer complaints lodged with RBI, 

NPCI, and banks during the same period. 

3. To determine the association between the incidence of reported fraud/security incidents and the growth rate 

of digital payment adoption by calculating correlation coefficients and trend comparisons between fraud data 

and transaction metrics across time periods. 

4. To identify and evaluate the effectiveness of regulatory and policy interventions (RBI guidelines, NPCI 

security standards, authentication frameworks, consumer protection measures) introduced to mitigate security 

risks and build consumer confidence in digital payments. 

SAMPLING METHOD AND SIZE 

Since the exact number of active digital payment users in Coimbatore cannot be precisely determined due to 

the vigorous landscape of adoption, the researcher adopted a non-probability convenience sampling method 

for the primary data collection component. Respondents were selected on the basis of their availability and 

willingness to participate, and all selected respondents were verified to be active users of at least one digital 

payment mode. A sample size of 86 respondents was adopted for the primary survey. This sample size was 

determined to be appropriate given the exploratory and descriptive nature of the study and the analytical tools 

employed, including percentage analysis, one way ANOVA, and factor analysis, all of which are feasible and 

valid at this sample size. The sample includes respondents from diverse demographic backgrounds in terms of 

age, gender, occupation, income level, educational qualification, and residential type, ensuring adequate 

representation of the varied user segments that constitute the digital payment user community in Coimbatore. 

Primary Data 

The study is based on primary data collected through a structured questionnaire prepared after thorough 

review of the existing literature on digital payment adoption and cybersecurity. The questionnaire was 

administered to 86 respondents in Coimbatore comprising students, salaried employees, self-employed 

individuals, and professionals who actively use at least one digital payment mode. The questionnaire captures 

demographic information, digital payment usage patterns, personal experience with security incidents or fraud, 

trust and confidence levels in digital payment platforms, awareness of fraud prevention measures, and 

behavioural responses following fraud exposure. 

Secondary Data 

To build a strong foundation for this study, secondary data were gathered from a wide range of published and 

credible sources. Annual reports and statistical publications from the Reserve Bank of India (RBI) and the 

National Payments Corporation of India (NPCI) provided authoritative data on digital payment transaction 

volumes, fraud incidents, and regulatory developments. Cybercrime statistics were drawn from the National 
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Crime Records Bureau (NCRB), while broader economic and policy context was sourced from Ministry of 

Finance publications and the Bank for International Settlements (BIS). Peer-reviewed journal articles from 

databases covering finance, information technology, and consumer behaviour were consulted to understand 

existing research on digital payment adoption, perceived risk, and cybersecurity. Books on research 

methodology, information systems, and behavioural economics provided the theoretical grounding for the 

study's framework. Together, these secondary sources helped shape the research objectives, inform the 

questionnaire design, and contextualise the primary findings within the wider landscape of India's digital 

payment ecosystem. 

IV. RESULTS AND DISCUSSION 

The researcher used three important tools to analyze the data after entering, coding and grouping data 

percentage analysis, ANOVA and Regression analysis in this research work. 

Table 1 Demographic Profile of the Respondents 

SN. AGE GROUP FREQUENCY PERCENTAGE 

1 18-25 44 51.16% 

2 26-35 19 22.09% 

3 36-45 10 11.63% 

4 45 and above 13 15.12% 

 Total 86 100% 

 GENDER FREQUENCY PERCENTAGE 

1 Female 53 61.63% 

2 Male 33 38.37% 

 Total 86 100.00% 

 OCCUPATION FREQUENCY PERCENTAGE 

1 Homemaker 10 11.63% 

2 Salaried Employee (Private) 34 39.53% 

3 Self-employed 5 5.81% 

4 Student 37 43.02% 

 Total 86 100.00% 

 MONTHLY INCOME FREQUENCY PERCENTAGE 

1 25,001-50,000 19 22.09% 

2 50,001-1,00,000 15 17.44% 

3 Above 1,00,000 4 4.65% 

4 Below 25,000 48 55.81% 

 Total 86 100.00% 
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 EDUCATION FREQUENCY PERCENTAGE 

1 10th-12th 11 12.79% 

2 Bachelor's Degree 53 61.63% 

3 Below 10th 3 3.49% 

4 Master's Degree 11 12.79% 

5 Other 4 4.65% 

6 Professional Qualification 4 4.65% 

 Total 86 100.00% 

 RESIDENCE TYPE FREQUENCY PERCENTAGE 

1 Rural (Village) 18 20.93% 

2 Semi-urban (Town) 24 27.91% 

3 Urban (City/Metropolitan) 44 51.16% 

 Total 86 100.00% 

 FREQUENTLY USE DIGITAL PAYMENTS FREQUENCY PERCENTAGE 

1 2-3 times a week 21 24.42% 

2 Daily 28 32.56% 

3 Monthly 7 8.14% 

4 Rarely 11 12.79% 

5 Weekly 19 22.09% 

 Total 86 100.00% 

Source: Primary data 

From the above table Out of the 86 respondents surveyed, most are young adults aged between 18 and 25, 

showing that the study mainly reflects the views of the younger generation. There is a higher participation of 

women compared to men. A huge number of respondents earn below Rs. 25,000, which is comprehensible since 

countless of them are students and private sector employees. The most of the respondents have completed a 

Bachelor’s degree, signifying that the group is fairly well educated. In terms of location, more than 51% of the 

respondents living urban areas, followed by semi-urban and rural regions, indicating stronger representation 

from cities. The findings also reveal that respondents are quite comfortable using digital payment methods, as 

many of them make digital transactions either daily or several times a week. 

Table 2: Showing the impact of respondents occupation and confidence in RBI cybersecurity measures 

ANOVA 
      

Source of 

Variation 
SS Df MS F P-value F crit 

Between Groups 11.77326 1 11.77326 15.02357 0.000151 3.896742 
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Within Groups 133.2209 170 0.783653 
   

Total 144.9942 171 
    

Source: Primary Data 

The F value of 15.0236 is notably high and crosses well beyond the critical value of 3.8967. The P-value of 

0.000151 is dramatically lower than the 0.05 significance level, meaning this result is not a coincidence or a 

random fluctuation in the data. The between-groups sum of squares of 11.7733 against a within-groups sum of 

squares of 133.2209 tells us that occupation creates real and measurable differences in how people perceive 

the RBI's ability to protect digital payment users. In plain terms — what a person does for a living genuinely 

shapes how much faith they have in the RBI's cybersecurity framework. A student, a salaried employee, a 

homemaker, and a self-employed individual do not all feel equally reassured by the regulatory protections in 

place. Their occupational background, daily exposure to financial transactions, and awareness of institutional 

systems appear to colour their confidence levels in distinctly different ways. As a result, the null hypothesis is 

rejected. There is a statistically strong and practically meaningful difference across occupational groups in their 

level of confidence toward RBI cybersecurity measures. 

Table 3: Showing the impact age group and perceived security of digital payments 

ANOVA 
      

Source of 

Variation 
SS df MS F P-value F crit 

Between Groups 0.837209 1 0.837209 0.883627 0.348544 3.896742 

Within Groups 161.0698 170 0.947469 
   

       Total 161.907 171 
    

Source: Primary Data 

The F value recorded here is 0.8836, which is well below the critical value of 3.8967. The P-value of 0.3485 sits 

comfortably above the 0.05 threshold, telling us that whatever differences exist between age groups in their 

perception of digital payment security, those differences are too small to be statistically meaningful. The 

between-groups sum of squares of 0.8372 is tiny compared to the within-groups sum of squares of 161.07, 

which further confirms that age alone does not explain why some people feel more secure than others about 

digital payments. In simple terms — whether a respondent is young or older does not significantly shape how 

safe or unsafe they feel when using digital payment platforms. People across different age groups in this study 

tend to hold fairly similar views on digital payment security, and age is not a deciding factor. As a result, the null 

hypothesis is accepted. There is no statistically significant relationship between age group and perceived 

security of digital payments in this sample. 

Table 4: Effect of OTP security concerns on digital payment hesitation 

ANOVA 
     

 
df SS MS F 

Significance 

F 

Regression 1 12.25238 12.25238 17.49476 7.04E-05 

Residual 84 58.82902 0.700345 
  

Total 85 71.0814 
   

Source: Primary Data 
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When people worry about OTP-related security threats, does that fear actually make them hesitate to use 

digital payments? This regression model was designed to answer exactly that question — and the results are 

clear. The model produces an F statistic of 17.4948, which is a strong and notable result. More importantly, the 

Significance F value of 7.04E-05 is far below the 0.05 cut-off point, meaning this outcome did not happen by 

chance. The regression sum of squares of 12.2524 out of a total of 71.0814 confirms that OTP security concerns 

genuinely explain a meaningful portion of why some users hesitate while others do not. In plain terms — users 

who are more worried about OTP theft and misuse are measurably more reluctant to engage with digital 

payment platforms. This is not a coincidence or a weak trend. The statistics confirm it is a real and significant 

pattern in the data. As a result, the null hypothesis is rejected. There is a statistically strong and practically 

meaningful connection between how concerned a person feels about OTP security and how hesitant they are to 

use digital payments. 

Table 5: Effect of convenience benefits on perceived financial inclusion 

ANOVA 
     

 
df SS MS F 

Significance 

F 

Regression 1 0.211921 0.211921 0.291783 0.59051 

Residual 84 61.00901 0.726298 
  

Total 85 61.22093 
   

Source: Primary Data 

The one-way ANOVA table reveals that the regression component carries 1 degree of freedom with a sum of 

squares of 0.2119 and a mean square of 0.2119. The residual component spans 84 degrees of freedom, 

recording a sum of squares of 61.009 and a mean square of 0.7263. The total sum of squares across 85 degrees 

of freedom amounts to 61.2209. The F statistic computed for this model is 0.2918, which falls considerably 

below the critical value. The corresponding Significance F of 0.5905 is far greater than the 0.05 level of 

significance. Since the Significance F exceeds the accepted threshold, the regression model fails to achieve 

statistical significance. This outcome indicates that the independent variable does not exercise any meaningful 

predictive influence over the dependent variable. The negligible regression sum of squares relative to the total 

sum of squares further confirms that the model captures an insignificant proportion of the overall variance. 

Accordingly, the null hypothesis is retained, and no statistically valid relationship between the two variables 

can be established from this data. 

V. CONCLUSION 

This study set out to answer a question that matters deeply for millions of people in Coimbatore and across 

India — when digital payment fraud is rising, do users actually step back from cashless systems? Primary data 

collected from 86 respondents across urban and semi-urban areas of Coimbatore were tested through 

percentage analysis, one-way ANOVA, and simple linear regression to find out. 

The answer, for the most part, is no. Actual security incidents and direct personal fraud experience do not 

significantly deter digital payment adoption or reduce user trust. The ANOVA results confirm this — the impact 

of occupation on RBI cybersecurity confidence (F = 15.0236, p = 0.000151) was the only group difference that 

proved significant. In contrast, age group and perceived security of digital payments (F = 0.8836, p = 0.3485) 

showed no meaningful difference across groups, confirming that age alone does not shape how secure users 

feel about digital payments. 

From the regression models, OTP security concerns showed a strong and significant effect on digital payment 

hesitation (F = 17.4948, Significance F = 7.04E-05), confirming that users who fear OTP theft are measurably 

more reluctant to transact digitally. However, convenience benefits showed no significant influence on 
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perceived financial inclusion (F = 0.2918, Significance F = 0.5905), with an R² of just 0.0035 — meaning 

convenience alone explains almost none of the variation in how financially included users feel. 

What makes this finding even more compelling is the level of trust users already hold. Nearly three-quarters of 

respondents (73.26%) expressed high or very high trust in their banks, and 70.93% felt the same about the 

digital payment platforms they use. Even among those who had faced fraud, only 13.95% stopped using digital 

payments altogether. The rest either carried on as usual or became more cautious — a sign that India's digital 

payment users have developed genuine resilience, backed by institutional safeguards and deeply ingrained 

payment habits. That said, the study does not paint an entirely comfortable picture. Nearly half of all 

respondents (47.67%) had been touched by digital fraud — either personally or through a family member. One 

in four (25.58%) still transact over public Wi-Fi, leaving themselves exposed to avoidable risks. These are real 

vulnerabilities that deserve serious attention before they compound into a wider trust crisis. 

The central message is clear — security incidents in Coimbatore's digital payment landscape function as 

background noise rather than stop signs. Users are not leaving the ecosystem because of fraud — but they 

could be held back by fear, particularly fear around OTP security. This means the most effective intervention is 

not simply reducing fraud numbers, but actively reducing the psychological weight users place on security risk. 

Transparent communication about consumer protections, faster grievance resolution, and confidence-building 

education programmes — especially for different occupational groups who perceive RBI protections very 

differently — are where the real investment should go. 

For policymakers at the RBI and NPCI, for banks operating in Coimbatore, and for fintech platforms serving this 

market, the takeaway is this — trust is already there. The job now is to protect it, deepen it, and extend it to 

every user who has not yet felt safe enough to fully embrace digital payments. When that happens, the promise 

of a truly inclusive digital financial ecosystem moves one step closer to reality. 
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