© MAR 2026 | IRE Journals | Volume 9 Issue 9 | ISSN: 2456-8880
DOI: https://doi.org/10.64388/IREV919-1715688

Effectiveness of Online Payment Platforms in Vadodara:

Trends, Challenges, and User Perceptions

JIGNESH SOLANKI', DR. NEHA DUBEY?, MEGHAVI GARUD?
IStudent, Master of Social Work in HRM - Parul University, Vadodara, Gujarat, India.
23 4ssistant Professor, Faculty of Social Work - Parul University, Vadodara, Gujarat, India

Abstract- The growth of technology has changed how
people do financial transactions in India. Many people in
cities and towns are now using payment platforms like
mobile wallets, banking apps and unified payment
systems. This study looks at how people in Vadodara city
use these platforms what they think about them and what
benefits and problems they face. The study is based on
information  collected from 60 people through
questionnaires and interviews. It looks at how different
groups of people such as students, salaried employees,
informal workers and senior citizens use payment systems.
The study finds that online payment platforms make it
easy for people to make transactions they are fast. They
help people keep track of their finances.. Some people
face problems like internet connectivity issues, security
concerns and lack of knowledge, about digital payments.
The study concludes that while digital payments work well
for people it is essential to make them more accessible
raise awareness and improve technology so that more
people can participate in digital financial transactions.
Online payment platforms are helpful. Have some issues.
Digital payment systems are becoming popular.

Index Terms- Online payment platforms, Digital
payments, User perception, Financial inclusion, Digital
literacy, Trust and security, Transaction reliability,
Vadodara city, Digital divide, Mobile banking, UPI and
electronic payments, Financial technology adoption

L INTRODUCTION

The way we do transactions has changed a lot with
digital technology. People are moving away from
using cash and cheques. Are instead using online
payment platforms. These platforms let users transfer
money pay bills and buy things using their
smartphones and internet apps. This has made
financial transactions faster, easier and more
convenient.

In India online payment platforms are growing fast.
This is because more people have access to the
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internet smartphones are widely used and institutions
like the Reserve Bank of India and the National
Payments Corporation of India are working hard to
make efficient payment systems. These platforms
save time are easy to access, transparent and help
with record management.

But for online payment platforms to work well
several things are important. These include people
trusting the platforms having skills having good
internet being able to access the platforms and the
platforms being secure. Some people find digital
payments easy to use. Others face problems like not
knowing how to use them fear of fraud and technical
issues. These problems can stop people from using
payment platforms regularly.

The use of payments varies among different groups of
people. Students and salaried employees use
payments a lot because they are comfortable with
technology and do online transactions often. On the
hand elderly individuals and daily wage workers may
struggle because they do not have the digital skills
and are not confident using digital systems.

This study looks at how effective online payment
platformsre, in Vadodara by studying what users
think how they use the platforms the benefits and the
challenges. The study aims to give insights into how
digital payment platformsre used and find ways to
make them work better and be more accepted by
users.
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IL. OBJECTIVES

The main objectives of the study are:

e To analyze the effectiveness of online
payment platforms in terms of convenience,
safety, and reliability.

e To identify challenges faced by users while
using online payment platforms.

e To understand user perceptions and attitudes
toward digital payment systems.

e To provide recommendations for improving
digital payment adoption and effectiveness.

III. REVIEW OF LITERATURE

Reserve Bank of India (2023)

The Reserve Bank of India says that digital payments
in India have gone up a lot in the ten years. This is
because of technology and good policies. The
Reserve Bank of India thinks that digital payment
systems make things easier more transparent and
easier to use. They also said that people need to trust
these systems and feel safe using them. The systems
also need to be good and work well. Some people are
still not using payments because they are worried
about fraud and do not understand how to use them.
National Payments Corporation of India (NPCI,
2023)

The National Payments Corporation of India has
done a job of making digital payment systems like
UPL.  According to the National Payments
Corporation of India digital payment platforms have
made it easier for people to access money and have
made transactions faster. The report also said that
people in cities are using payments a lot. However
some people are still having issues and do not know
how to use these systems.

World Bank (2022)

The World Bank says that digital payment systems
are helping people get access to money and other
financial services. The World Bank thinks that digital
payments can help reduce the use of cash and make
the economy grow.. The World Bank also said that
some people do not know how to use digital
payments and do not have good internet access. Some
people also do not trust these systems.
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Telecom Regulatory Authority of India (TRAI, 2023)
The Telecom Regulatory Authority of India says that
more people are using the internet and smartphones
which is helping digital payments grow in India.. In
some areas people are still having problems with
their internet connections, which is affecting how
well digital payments work.

OECD (2021)

The Organisation for Economic Co-operation and
Development says that digital payments make things
easier and more efficient.. The Organisation for
Economic Co-operation and Development also thinks
that users need to trust these systems and feel safe.
The study said that users need to know how to use
these systems and that education is very important.

National Crime Records Bureau (2023)
The National Crime Records Bureau says that there
are cases of cyber fraud related to digital payments.
The report said that people are scared of fraud, which
is stopping them from using payments.

HelpAge India (2022)

HelpAge India says that old people are having
trouble using payment platforms because they do not
know how to use them and are scared of fraud. The
study thinks that we need to teach these people how
to use payments and make them feel safe.

Iv. RESEARCH METHODOLOGY

Research design:

The nature of this research study is descriptive. This
type of research design aims to collect data in a
systematic and organized manner in order to
understand and describe the perceptions, experiences,
and usage patterns of individuals regarding online
payment platforms. Descriptive research helps in
presenting the current situation and provides a clear
understanding of how users interact with digital
payment systems in their daily lives. This design was
appropriate for the present study as it focuses on
examining the effectiveness, benefits, and challenges
faced by users of online payment platforms in
Vadodara city.
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Sampling design:

The study utilizes the simple random sampling
technique to collect primary data from users of online
payment platforms. This sampling method ensures
that every individual in the population has an equal
opportunity to be selected for the study. The use of
simple random sampling helps reduce bias and allows
the researcher to collect fair and representative data
from respondents belonging to different age groups,
occupations, and socio-economic backgrounds. This
approach helped in gathering diverse user
experiences and perceptions related to digital
payment usage.

Source of data collection:

* Primary tool — Questionnaire

A structured questionnaire was used as the primary
tool for data collection. The questionnaire included
questions related to the usage of online payment
platforms, frequency of use, level of satisfaction,
benefits experienced, and challenges faced by users.
The questionnaire helped in collecting standardized
information from respondents.

* Method — Interview schedule interview schedule
was used to collect detailed information from
respondents. Through interviews, respondents were
able to share their personal experiences, opinions,
and difficulties faced while using online payment
platforms. This method helped in understanding the
real-life experiences of users in a more detailed and
meaningful way.

Sample size:

The sample of this study comprises of 60 users of
online payment platforms belonging to Vadodara
city. The respondents included individuals from
different age groups, occupations, and backgrounds
who use digital payment systems for financial
transactions. This sample size was sufficient to
understand user perceptions, experiences, and
challenges related to online payment platforms in the
selected study area.

5. Data Analysis and Interpretation

Analysis:

This chapter focused on analyzing and interpreting
the primary data collected from respondents
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regarding their awareness, usage patterns, perceived
effectiveness, trust, and challenges related to online
payment platforms in Vadodara city.

Perception on Time-Saving Nature of Online Payments

Agree

Disagree

Strongly disagree

Neutral

Strongly Agree

The data was collected through structured
questionnaires and interviews, which helped capture
both quantitative responses and real-life experiences
of users.

The respondents represented diverse socio-economic
backgrounds, including students, salaried employees,
informal workers, housewives, professionals, and
senior  citizens. This diversity allowed a
comprehensive understanding of how different
groups experience and use online payment platforms.
The analysis was carried out using descriptive
methods supported by charts and tables, followed by
detailed interpretation based on respondents’
responses and field observations.

Perceived Convenience of Payment Modes
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The findings revealed that online payment platforms
have become an important part of daily financial
transactions for many users. However, their
effectiveness varies depending on factors such as age,
occupation, digital literacy, trust, and infrastructure.
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Interpretation

Based on what we found out it seems that most
people in Vadodara city like using payment platforms
and think they are effective. Online payments have
become a part of daily financial activities especially
for younger people who are good with technology.

The study clearly shows that digital payment
platforms make it easy for people to make
transactions save time and get things done quickly.
However not all users have the experience with
digital payments. Things like age, education, job,
digital literacy and infrastructure play a role in how
people use and feel about digital payments. Trust is
very important for digital payment platforms to work
well.

While people like the benefits they are still worried
about fraud, technical issues and connectivity
problems. Many users are careful. Only use digital
payments, in certain situations. The findings also tell
us that we need to improve literacy, infrastructure
and security awareness. If we can fix these problems
people will feel more confident using payment
platforms and more people will start using them.

Overall online payment platforms have made
transactions better but they can only reach their full
potential if we improve reliability, security, and
accessibility and user awareness.

Comparison of Age Group and Frequency of Online Payment Usage
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V. FINDINGS AND RESULTS

The study found out some important things about
how people in Vadodara city use online payment
platforms. These things tell us how people use
payment systems in their daily lives and what they
think about the good and bad things about these
systems.

Good Things about Digital Payments:

Most people in the study use payments all the time.
This shows that online payment platforms are now a
way for people to make financial transactions. People
use payments to do things like pay bills buy things
and send money to others. This means they really
need these systems.

Digital payments save people time and effort. People
in the study said that digital payments let them make
transactions quickly without having to go to the bank
or wait in line. This saves them time and energy
making it easier to do things.

People find digital payments very convenient. Digital
payment platforms let people make transactions
anytime and anywhere using their phones. This
makes it easy for people to take care of their money
without being limited by where they're what time it
is.

Digital payments help people keep track of their
money. Online payment platforms automatically save
information about transactions, which helps people
see how they are spending their money. What
payments they have made. This helps people manage
their money better and reduces the chance of losing
payment information.
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Problems with Digital Payments:

Internet problems can cause trouble with
transactions. When the internet connection is poor or
not working well it can cause transactions to be slow
or not work all. This is a problem for people. Makes
them less confident in digital payment platforms.
People are worried about security. Many people in
the study were afraid of cyber fraud, hacking and
unauthorized transactions when using payments.
These worries make people careful. Sometimes stop
them from using online payment platforms.

Some people do not know how to use payments.
People who are not good with technology have
trouble understanding how to use payment apps. This
lack of knowledge makes them less confident. Stops
them from using digital payment systems on their
own.

Older people have trouble using payments. Older
people often have trouble understanding how to use
apps remembering passwords and making
transactions. Because they are not used to technology
it is hard for them to start using payment platforms.

Overall the study shows that digital payment
platforms are used by a lot of people and have
benefits. However problems, like security worries,
internet issues and not knowing about technology are
still affecting how well these platforms work and
how many people use them. Digital payment
platforms are a thing but these problems need to be
solved to make them better. Digital payment
platforms need to be improved so that more people
can use them easily and safely.

VL CONCLUSION AND SUGGESTIONS

Conclusion

The study finds out that online payment platforms are
really popular in Vadodara city. People like to use
payment platforms because they are easy to use and
save time. Online payment platforms are also helpful
for people to keep track of their money and manage
their finances.. There are some problems like internet
issues and security concerns that make people
worried. Old people and those who do not know
much about things have a harder time using online
payment platforms. Students and people who get a
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salary use payment platforms more often because
they know more about technology and have better
access to it. Overall online payment platforms are
good and useful. We need to teach people more about
digital things and make online payment platforms
safer and better so that more people will use them
and trust them. Online payment platforms like these
need to be improved so that people, in Vadodara city
can use payment platforms without any issues.

Suggestions

We need to teach people about literacy so they can
use online payment platforms without worrying. This
will help them understand how to use these platforms
and feel confident when they are making payments
online.

We have to make sure that our security measures are
strong. People need to know how to prevent fraud
when they are using payment platforms. They should
be aware of digital payment practices.

It is really frustrating when payments fail because of
internet connectivity. So we should work on
improving internet connectivity and our technical
infrastructure. This will help reduce transaction
failures and make digital payments more reliable.

Some people, like adults and those who do not know
much about digital things need our help. We should
provide them with training and support so they can
use payment applications easily.

Digital payment applications should be easy to use.
They should have interfaces that're simple and user-
friendly. It would be great if they had support, for
languages. This way all users can use these
applications without any difficulty.
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