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A STUDY ON ATTITUDE AND PREFERENCE OF VARIOUS ONLINE PAYMENT APPLICATION OF CUSTOMER'’S
IN COVID-19 SITUATION, IN THE LOCALITY OF EDATHUA

LIPSON LONAPPAN
GUEST LECTURER
DEPARTMENT OF COMMERCE
ST. ALOYSIUS COLLEGE EDATHUA
ALAPUZHA

ABSTRACT
Covid-19 has make changes to all the areas of human life from health care to education and shopping to work life. All are utilizing the possibilities of online mode
to avoid physical contact and ensuring social distancing. Banking one of the most important servicing sector for any country. Even in this pandemic time banks need
to work for smooth function of our health care system. People can avail online mode for making transaction. But this is not actually seen across banks people are
not utilizing online mode by a great extent. Even though it shows a ray of hope in increase in online mode of banking in covid-19.

KEYWORDS

Covid-19, online banking, social distancing,

JEL CODES
L81, G21, 030.

INTRODUCTION

he Covid-19 has spread all the nations in the world and it affects the all the aspects of human life. Authorities are try to reduce the spread rate of this virus
mby imposing various rules and regulations to curb the spread of the virus. Social distancing, mask compulsory in public places, sanitizer and soaps for people

coming in public places even complete lock down for entire nation for a month. This is most challenging situation for any human being in the world because
humans are social animal they regularly interact hundreds of people on daily basis. In civid-19 time only basic human needs are allowed such as food medical
treatment etc. In India people are tent to go for banks and other institution directly even though it take lot of time for availing such services. People are reluctant
to use technology for reducing time and cost related to services. Even in this pandemic situation is there people are using the technology to reduce social interac-
tion or not. Banking sector has gone a lot to reduce conventional banking, there is a positive trend of using internet enabled banking services among youth in
urban areas. After the demonetization and strong legal measures to reduce the cash transactions, rural and semi urban people are not going for the technology
enabled services. In covid-19 time banks are closed for weeks, when opened for services it reduces the number of customers in bank at a time on the bases of
area available, it also increases the time and cost associated for availing banking services. People are using cash transactions even when the news and information
of spreading covid-19 from using ATMs and cash transactions. The study try to find whether there is any change in attitude towards cash transactions or they take
any internet based online payment applications. It also focuses on the preference of various applications for banking transactions such as internet banking, Banks
payment application other payment application which provided by other companies.

ONLINE PAYMENT APPLICATIONS

Following are the payment application under this study:

GOOGLE PAY

This is an online mobile application for the transferring of money from one bank to another it is owned and managed by the tech giant Google. This application
can be used for any bank account and can be used to transfer money to any other banks. This application gives you additional cash benefit or discount coupon for
every transactions depending upon the nature and amount spent. This allows more customers into this application and it can be used for different bank account
in this single application. Google pay owned and managed by Google also increases the credibility of this application. Even though it provide lot of facilities for a
normal customer it lacks some important services such as bank statement, debit card or credit card blocking etc.

PHONE PE

Phone pe is the first UPI based payment application in India. It is owned by the famous e commerce brand Flipkart. This application allows to send or receive
money and make payments of bills for various services and products. This application allows you to make payment easily without much more difficulties. Phone
pe is an India based company headquarters in Bangalore Karnataka. It also increases the accessibility and adaptability of this application in information security
issues.

PAYTM

Paytm is an online payment application company based on Noida Delhi, India. This application allows you to transfer money and make payments for different
product and services. It is aggressive advertising efforts has a significant impact in the mind of people across the country. This application is also an India based
application by that reason it increases the accessibility in general public.

ABOUT THE APPLICATIONS

Google pay, Phone and Paytm are not owned by any banks they are intermediaries between bank and customers. These application gives additional cash bonus
and discount for their customers. This attracts more general people into these applications. These application is best for multiple account handling facilities cus-
tomers are more comfortable with it. Even though it is provides a lot of services to their customers some basic banking facilities are not provided by them. It can
be used for most of the trades but not all. These are application owned by company which has no banking facilities so a customer needs to use these application
needs a bank account in any bank to use this application. Basic banking services such as bank statements, loans, fixed deposit check book etc. can avail only though
your bank itself or through their banking applications. Simply these applicant can be used making payment and sent or receive money each other.

FEDMOBILE

It is an application provided by the federal bank for their customers. It’s a user friendly, time saving, secure application to do all the banking transaction for the
federal bank customers across the globe. It allows user to monitor their account and make payments, fund transfer etc. federal bank is one of the prominent
private sector bank India. It has a strong NRI customers especially from Middle East countries. Fed mobile application increases the credibility of customers because
there is no intermediaries involved in online mode. The customers feel comfortable about security and safety of their banks transactions.

YONO SBI

SBI the biggest bank in India in terms of customers and amount of loans given. Their online banking application is Yono. It is provided for the customers in SBI. It
allows all the banking transactions and make payments. Using yono a customer can withdraw money from ATM without using ATM card. Yono application is secure
reliable for SBI customers to do their transaction conveniently from anywhere as they wish.
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CANDI

The mobile application for the Canara bank customers for making payment and availing all the banking services. Canara bank is one of the leading banking com-
panies in India. Candi the mobile application was renamed from Can mobile. It allows customers of Canara Bank to transfer money and block the debit card of
credit card etc. Candi mobile application try to enhance security of their banking application by utilising the security measures in internet.

ABOUT APPLICATIONS

Fedmobile, Yonosbi, Candi the three applications are provided by the respective banks itself. It can be used by only those who have bank account in their corre-
sponding banks. These application are provided by bank itself the customers feel more secure and comfortable using this applications. Cash bonus or any discount
is not generally seen while using this applications. Only these application can provide account related services to the customers such as account summary blocking
of debit or credit card monitor your fixed deposit, applying for new cheque book etc.

STATEMENT OF THE PROBLEM

This covid-19 pandemic situation people are socially separated to reduce the spread of virus. Some services are need to change to online mode. Schools, colleges,
banks, information technology professionals, payment of various bills etc. even if banks offer almost all service in online mode people are tend to go to banks for
withdrawal and deposit of money, bank transfer to know the balance in bank account etc. Now a days almost everyone have a smart phone in their hand. Is it this
smart phone is used to reduce people interaction with society? Most importantly physical banking transaction can be reduced to a great extent. This study focuses
on whether any significant increase in use of online mode and the people preference of various payment application especially mobile applications.

OBJECTIVES OF THE STUDY

1.  Tofind out the people using online payment mode.

2 To find any person choose online mode during covid-19 pandemic.

3. Tofind the preference among various payment applications.

4 To find out the satisfaction level of customers using online applications.

METHODOLOGY

The study is based on 100 respondents those who are either an account holder of federal bank, SBI or Canara bank. This study is limited to the geographical area
of Edathua Alppuzha, Kerala India.

DATA ANALYSIS
TABLE NO. 1: PEOPLE USING ONLINE MODE BEFORE COVID-19 LOCK DOWN
Particulars No. of respondents
People using online mode 42
People not using online mode | 58
Total 100

From the above table we can understand only 42 respondents using online mode in banking.

TABLE NO. 2: PEOPLE USING ONLINE MODE AFTER COVID-19 LOCK DOWN

Particulars No. of respondents
People using online mode 60

People not using online mode | 40

Total 100

From the above table it is inferred that after lock down 18 people join in online mode of banking due to covid-19 pandemic.

TABLE NO. 3: NUMBER OF PEOPLE FROM DIFFERENT BANKS

Banks No. of respondents
Federal bank | 26

SBI 31

Canara bank | 43

Total 100

From the above table we know that majority of the respondents use Canara bank. Out of 100 respondents only 26 respondents are using federal bank.

TABLE NO. 4: NUMBER OF RESPONDENTS USING VARIOUS APPLICATIONS
Applications | No. of respondents
Google pay 41

Phone pe 22
Paytm 33
Fedmobile 14
Yonosbi 22
Candi 20

From the above table it is inferred that most of the people use Google pay for their online transactions. It is also know that people are using more than one
applications for their online purpose.
TABLE NO. 5: SATISFACTION LEVEL OF CUSTOMERS USING APPLICATIONS

Applications | Satisfied | Not satisfied
Google pay 37 4
Phone pe 20 2
Paytm 27 6
Fedmobile 13 1
Yonosbi 20 2
Candi 11 9

It is inferred that most of the respondents are satisfied using online payment applications. Only in case of Candi the application provided by the canara bank for
their customers is different. Out of 20 respondents using Candi 9 are dissatisfied.

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

29




VOLUME No. 10 (2020), ISSUE NO. 08 (AUGUST) ISSN 2231-5756
FINDINGS

. Only forty two respondents are using online application before covid-19 lock down.

. There is an increase in number of respondents using online application after lock down.

. Majority of the respondents are using Canara bank.

. Out of 60 respondents using online application 41 are using Google pay.

. Majority of the respondents are satisfied by using various applications except in case of Candi mobile application is not much significant.

CONCLUSION

Mankind is facing one of biggest health care issue in the known time. Social distancing is now legally enforced every field of daily life. Government and authorities
are implementing all the possible ways to reduce social interaction in society. Online mode of education to online mode of consulting doctor and go on. Online or
with the help of internet people are physically separated and yet they are interacted each other by means various applications. Even though online banking and
internet banking is there for a long time it is not effectively utilized by the rural and semi urban people to a great extent. This pandemic situation most of the
services are through online especially banking services. Banks are used by lot of people at a given time by employees, customers etc. currency notes may become
a way to spread virus across people in the society. Best way to reduce use currency notes and physical bank visit in this covid-19 situation is the use of various
online application at the comfort of home. Even in this extreme covid-19 situation people are not fully utilizing the possibility of online mode in their banking
transactions. It may be the unawareness about technology or may be because concern about their money. This has to be changed for a better tomorrow for our
nation and citizens.

SUGGESTION

Online applications are the best way to do banking transactions at the comfort of the home or office. It is better to conduct awareness about benefit of online
applications especially for an age group above 50 years old. It is better to provide step by step instruction for availing online banking for their customers. Banks
are advised to make their application more reliable user friendly secure by implementing all the possibilities of information technology. There is no way for queries
related to online banking even if the channel for communication is there nobody knows clearly about it.
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