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Abstract

The financial services sector is transforming as a result of the digitalization of financial services
and technology involvement. The widespread availability of the internet, the growing use of
smartphones, and technology breakthroughs have all led to the huge transformation of
technological shifts in the financial industry, sometimes referred to as FinTech. The objective of
the present research paper is to examine the present FinTech adoption pattern as well as people's
perceptions of FinTech in select district of Eastern Uttra Pradesh in order to derive suitable
recommendations for enhancing the FinTech area in the future. It has been observed that due to
the rural development the FinTech adoption is increasing rapidly in rural areas, and attempts to
reduce the risk associated with this should be reduced. It is advocated that the rural masses
should be better informed on the manner in which technology must be used to make their lives
easier.
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Prologue

Financial Technology which is also popularly known as FinTech is automation and up-gradation
of the design and delivery of all financial services over time. It provides a wide variety of
financial services at the fingertips of people, ranging from online payments, wealth management,
insurance, crowd funding, trade financing, lending services and many more. It has eased the
performance of banking services in many ways. Simple banking activities like deposits, transfers
of the fund, and collections have also been eased by FinTech. With several initiatives of financial
inclusion and movement toward presence-less, paper less, and cashless service delivery by the
Indian government like Introduction of IndiaStack, Jan Dhan Yojana etc. India has seen a
positive surge in usage of FinTech in the past year.

The adoption of financial technology (fintech) has transformed the global financial landscape,
influencing how individuals and businesses interact with money, banking, and financial services.
The patterns of fintech adoption reflect broader trends in digital transformation, consumer
behavior, regulatory evolution, and technological innovation. Understanding these patterns
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provides insight into how fintech is reshaping traditional financial systems and enabling new
opportunities for economic participation and innovation. Fintech adoption has generally followed
an S-curve pattern common to many technological innovations. Initially, a small group of tech-
savvy early adopters—often millennials or digital natives—embraced fintech solutions such as
mobile banking apps, peer-to-peer payment platforms, and digital wallets. These early users
typically sought convenience, lower costs, and a better user experience than what traditional
financial institutions offered.

As fintech products proved their value, adoption expanded rapidly. A key driver of this broader
adoption was the ubiquity of smartphones and the internet, which lowered the barriers to entry
for financial services. In emerging markets, fintech often filled gaps left by underdeveloped
banking infrastructure. Mobile money platforms like M-Pesa in Kenya, for instance, enabled
millions to access basic financial services for the first time. Similarly, in developed economies,
the pandemic accelerated fintech adoption, with consumers and businesses turning to contactless
payments, digital loans, and online investment tools in response to lockdowns and social
distancing measures. Fintech adoption is also shaped by demographic and socio-economic
factors. Younger populations are generally more open to fintech, valuing speed, personalization,
and user-friendly interfaces. Conversely, older generations tend to show slower adoption due to
trust issues, lack of digital literacy, or satisfaction with traditional financial services. However, as
fintech companies invest in user education and build more inclusive platforms, these barriers are
gradually diminishing.

Government policy and regulation significantly influence fintech adoption patterns. In regions
with supportive regulatory frameworks—such as sandbox environments, clear data protection
laws, and digital identity systems—fintech firms are more likely to thrive and gain consumer
trust. On the other hand, overly restrictive or unclear regulations can stifle innovation and delay
adoption. As fintech firms handle sensitive financial data, building robust security systems and
transparent practices is essential. Partnerships between fintech startups and established financial
institutions often help bridge trust gaps and accelerate user adoption by combining innovation
with reliability.

In terms of convenience, expenses and security the FinTech has offered a lot to the customers as
well as businesses. However, the FinTech industry is in a stage where it has a lot of challenges
due to various reasons. These challenges persist with the consumers, public, retailers and
FinTech organisations itself. The challenges that make the FinTech vulnerable at times is due to
lack of infrastructural issues. There needs to be a balancing act between the benefits and risk that
come along with using the FinTech. In line with the Digital India initiation of Government of
India for promoting digital payments & moving towards cashless society, Government of Uttar
Pradesh started working towards achieving the same. However, to achieve the desired results
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and less cash society, it is most important to monitor the progress of different modes of digital
payment transactions.

After demonitization, a sudden rise in the cashless transactions was anticipated but due to non-
availability of information of cashless transactions happening at different touch points and in
multiple modes, it was impossible to estimate the quantum of digital transactions happening
across Uttar Pradesh . There have been large number of promotional drives and awareness
campaigns by the state government to enhance the use of financial technology. It becomes very
important to comprehend the current patterns and perception of the consumers to improve the
FinTech ecosystem in future.

Review of Literature

Merhi et al. (2021) conducted a cross-national study to investigate the role of various
demographics, such as age and gender, in mobile banking usage. The study's main goal was to
see what effect age and gender have on people's willingness to use mobile banking services. The
study incorporated several elements such as trust, security, and privacy, as well as their impact
on the two demographics of age and gender in terms of mobile banking usage. The data was
analysed using partial least squares structural equation modelling as a statistical method.

Singh et. Al (2019) study's major goal was to look at the elements that promote FinTech
adoption. The data was collected using a random sampling procedure. To evaluate the data in
this empirical investigation, statistical procedures such as ANOVA, exploratory factor analysis,
and multiple regression models were used. The study's main findings found that there is no
discernible variation in venture capital-backed funding across continents.There were 17
constructions that were broken down into smaller, easier-tomanage latent elements.

Hyun Sun Ryu (2018) conducted research to better understand the benefits and dangers of
FinTech adoption.The elements that have a positive and negative impact on adoption were
investigated using a framework based on net valence theory and benefit-risk analysis. Financial,
legal, security, and operational risk are the four key variables used to assess perceived risk. The
proposed model and hypothesis were investigated using the partial least square approach. It was
discovered that perceived gain has a substantial positive effect on frenzied service adoption
intention, but perceived disadvantage has a considerable negative effect.

Mathur et al. (2018) conducted research into the usability of FinTech mobile apps across various

age groups, as well as a more specific investigation into the variables influencing the older

population's adoption of FinTech mobile apps in India. To understand the acceptance rate of the

FinTech mobile app in India, a usability study was conducted utilising social media platforms
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(WhatsApp, Facebook, and LinkedIn) as well as physical forms. On the basis of the participant

responses, a T-test was done.

Wonglimpiyarat (2017) investigated the path and current state of FinTech's shift in the banking

industry. He created the Systemic-Innovation model, which would be used to track the progress

and pattern of FinTech growth and spread. The information was gathered through interviews at

five major commercial banks in Thailand. The study found that systemic dissemination of

technology and innovation varies greatly depending on market size, therefore this model will aid

innovators in adapting and implementing tactics at various stages of invention.

Objectives

1. To examine the patterns of adoption of FinTech services in Uttar Pradesh across various

demographic profiles.

2. To analyze the perception of FinTech users of Varanasi and Gorakhpur towards its adoption.

3. To find the problems faced by FinTech users of Varanasi and Gorakhpur.

Research Methodology

This study is empirical in nature and is based on primary data.

Area of Study

The area of study is Varanasi and Gorakhpur. Both the urban and rural areas were taken into

account for the study.

Data Collection

The data was collected from the primary sources. A structured questionnaire was circulated

physically and was also shared through Google forms to collect responses.

Sample Size
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The sample size of the study is 275 respondents who are currently using FinTech. After data

cleaning 250 respondents were taken into account for data analysis.

Sampling Technique

Judgment sampling was used to choose the sample.

Data Analysis

Data analysis techniques used to analyze data are %age and mean scores.

Variables Number of

respondents

%age

AGE(Years)

Less than 20 20 8

21-30 115 46

31-40 70 28

41-50 30 12

<51 15 6

Gender

Male 158 63

Female 92 37

Educational qualification

Metric 13 5

Graduate 75 30

Post Graduate 145 58

Any other 17 7

Residential Status

Urban 175 70

Rural 75 30

Occupation
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Student 118 47

Service 95 38

Entrepreneur 15 6

Agriculture 22 9

Spending Pattern(Rs)

>10000 55 22

10001-20000 28 11

20001-30000 55 22

<30001 112 45

Data and Interpretation

Looking at the age background of the respondents 46 % of the respondents were of age bracket

21 to 30 and the least were from about 51 years with 6% of the respondents. It simply implies

that the younger generation is more adaptive towards the adoption of FinTech. If we analyze the

gender, more males were using FinTech with around 63 % of the total . Out of the total

respondents 37 % were females. Analysing the educational background of the respondents 58 %

were postgraduate and least were 5 % with metric. It is also observed that urban people are using

FinTech more than rural people, with 70 % of the respondents being urban residents and 30 %

being rural residents. If the occupation background is studied it can be seen that 47 % of the

respondents belong to category of students and the next highest category is of service class with

28 %. Entrepreneurs and agriculturists were seen not so active in using and adopting FinTech.

By analysing the monthly spending it is observed that 45 % of the respondents are extensively

spending money through FinTech, making monthly spending of over 30,000 rupees. 22 % of the

respondents were spending 20,000 to Rupees 30,000 and less than Rupees 10,000. This implies

that most FinTech users are actively and relevantly using FinTech for their financial purposes.

Distribution of FinTech Platforms and Portals used by respondents

FinTech Platforms and Portals %age

Pay TM 70
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Mobile 9.67

Airtel Payment 14.69

BHIM App 40

SBI YOYO 2

ICICI Payment 4

Google pay 69

Phone Pay 40

MY CAM 3

Bank APPS 42

Amazon Pay 25

From the above table it can be observed t hat Paytm is one of the favourite FinTech portals with

70 % of the respondents using it for their financial services. Google pay is not far behind Paytm.

With 68 % of the respondents were actively using Google pay for their financial services.42 % of

the respondents were using their bank applications for the purpose of Bhim UPI was used by

40 % of the respondents. This implies that people prefer using FinTech platforms which provides

wider variety of financial services from payments to bank transfers and insurance services under

one roof.

Respondents pattern of using FinTech for various financial purposes

Pattern of using FinTech %age

Grocery 60

School /College Fees 65

Recharge 81

Service Billing 50

Retail shopping 56

Foreign Transactions 51

Travel Booking 32

transfer for business 13
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Peer to peer transfer 18

Crowd Funding 2

Wealth Management 7

Trading Transaction 21

Insurance payments 23

Purpose of Use There are various purpose of use of the FinTech portals for example grocery

shopping, fee payments, recharge and online shopping et cetera. It is observed from the above

table that 81% of the total respondents were using FinTech portals for the purpose of recharge of

their mobile phones, DTH, telephones and other services. Grocery shopping is the next preferred,

with 60 % of the people using the FinTech portals for it. Service bill payments and retail

shopping were also being done by the FinTech portals by respondents.31 % of respondents used

FinTech Insurance services through FinTech were also opted by 25 % of the respondents.

Around 18 % respondents were performing peer to peer lending on FinTech portal

Influencing Factors

Influencing Factors Mean score

Government Awareness & Promotion 3.82

Family & Friends 3.99

Reference Group 3.64

Wider Acceptance & Spread of Fintech 4.09

Charges & withdrawal limit of ATM 3.71

Monetary incentive like cash back 3.96

Reward system like gift ,vouchers ,loyalty points 3.77

There various influencing factors which were provided as options to respondents which

motivates them to adopt the FinTech. The responses were taken on 5 point likert scale, of

strongly agreeing to strongly disagree. The wider acceptance and spread of FinTech had the

highest mean score, 4.09, which implies respondents strongly agreeing to the fact that wider

acceptance was the influencing factor for them. Other strong influencing factors was family and

friends with mean score of 3.99. The responses over monetary incentives being influencing
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factor for respondents to use FinTech had a mean score of 3.96, government awareness and

promotion as an influencing factor has mean score of 3.82.So from this we can say that at the

same time there are multiple driving forces which influences the people to adopt FinTech. All the

various aspects have some effect or the other on the behavior of respondents.

Mean scores of how useful respondents perceive the FinTech

Perceived usefulness Mean score

Fintech improves my performance on financial transaction 4.03

Fintech makes easier purchase 4.07

Fintech saves time during payment transaction 4.35

Fintech makes financial transaction hassle free 4.25

Fintech helps in recording transaction 4.28

Fintech helps in accessing financial transaction anywhere any time 4.39

Fintech is useful in routine activities like bill payments 4.32

Perceived usefulness is a subjective measure of how one believes that a using a certain thing will

be useful and will improve their performance. 7 statements on 5 point likert scale were asked

from the respondents to see how useful they perceive FinTech. It can be observed from the

Fig.10 that the respondents perceive the FinTech to be useful thing for performing their financial

requirements. Majority of the respondents agreed to the fact that doing the financial transactions

on FinTech saves their time with a mean score of 4.39. Even the respondents agreed to a greater

extend that their performance at the financial front isimproved by FinTech, and FinTech has

made them to buy products and services easily and saving their time in doing financial

transactions. The excellent mean scores of all the statements shows that people perceive and

believe that FinTech is a useful thing to perform various kinds of financial activities. It provides

them flexibility and saves time for managing their finances easily.

Mean scores of how easy the FinTech is perceived

Perceived Ease of Use Mean score

Interaction with Fintech is clear and Understandable 4.17
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Learning new features in Fintech is easy 4.02

Does not require mental effort 3.96

Easy to perform major transaction 3.98

Navigation of advanced features is easy 3.98

Easy tracking of transaction 4.17

Quick transfer of funds 4.01

Perceived ease of use is a subjective measure of how easy people find it to use the FinTech

platforms. It can be observed from the responses of respondents in the table above that FinTech

is overall moderately easy to use for all. The respondents agreed that their interaction with the

FinTech is clear and they understand all the functions and features of it, with a mean score of

4.17. The majority of respondents with mean score of 4.17 agreed that tracking transactions and

monitoring them is quite easy in FinTech. They agreed to learn the new features and updates

without many efforts with mean score of 4.02. They agreed that they can easily navigate through

the various features and services with 3.98 mean. They’re able to quickly load the funds in their

wallets too. The moderate response on agreement was with the fact that they said that FinTech

requires some level of mental effort to perform the transactions and other services.

Mean Score of awareness level about FinTech

Perceived Awareness Mean score

Awareness of grievance & redressal mechanism of Fintech 3.75

Awareness of grievance & redressal mechanism of RBI ombudsman 3.55

grievance & redressal mechanism of Fintech is satisfactory 3.64

Awareness of Offers of Fintech 3.55

Awareness of all services provided by Fintech 3.52

Awareness of all updated services of Fintech 3.55

Awareness of safe practices of Fintech 3.72

Awareness of technology of Fintech 3.3

Awareness of payment gateway Fintech 3.73
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Perceived awareness is a phrase which can be defined as having and learning as much

knowledge as a user considers necessary to learn the elements of a system and interact with it

through perception or information about technology. The respondents perception of the

awareness level about FinTech turns out to be moderate as seen in the above table Every

individual has different level of learning skills. They were quite aware of the various grievance

handling methods in the FinTech ecosystem The mean score of It can also be observed that

respondents’ awareness about the technology that is involved in the FinTech is bit low with

mean score 3.3. The awareness level about the safe practicing of the FinTech was agreed by most

of the respondents with mean score of 3.72. The results show that the awareness level of

respondents is quite good and needs to be enhanced a bit in certain areas.

Perceived Risk

Perceived Risk Mean score

Afraid of Unauthorised electronic fund transfer 3.74

Risk of low information 3.56

Risk of theft of cards and cash 3.67

Risk of transaction failure 3.64

Afraid of hidden charges 3.57

Afraid to transfer cards on Fintech 3.59

Risk of abuse of low usage information 3.96

Afraid of non refund of failed transaction 3.53

Afraid of hacking of fintech account 3.66

The uncertainty that a user feels when starting to use or purchase things especially those that are

new is known as perceived risk. Every time a customer considers before adopting a technology,

he or she has reservations about it. The data analysis shows that people are of a view that they

don’t find FinTech very risky. The responses were taken on 5 point likert Scle . If we look at the

perceived risk of the respondents towards the FinTech adoption, there are few concerns that they

have. Majority of the respondents moderately agreed to have a fear of unauthorized transactions
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done on FinTech. The major risk that the fear is of transaction failures and overcharging by the

FinTech portals for the transactions they do.

Mean scores of problems respondents face while using FinTech

problems respondents face while using FinTech Mean score

Experience theft of information 2.96

Details of card stolen 2.79

Transaction failure often 3.40

Slow fintech performance 3.55

Overcharging of services 3.01

Faced unauthorized transaction 2.66

Non refund of failed transaction 2.83

Unsatisfactory Grievance & Redressal mechanism 2.96

Receipt of low information of transactions 3.07

High hidden charges 2.88

Inconsistent results of Fintech Usage 3.12

By analyzing the problems faced by using FinTech we can find that slow performance while

doing the transactions was faced by major chunk of respondents. 66 % of the respondents agreed

that they experience slow performance. The other major issue that the respondents found what is

that of transaction failure is done over FinTech. 58 % of the respondents agreed that transactions

done over FinTech very often fails. The transaction failures can be because of various reasons

like system failure, fin tech server down, bank issues and connectivity problem. The other major

issue related to FinTech that respondents felt was that very less information is provided by the

portals as in how to operate the various functions smoothly.

Findings:

With the advent of the internet, FinTech services are becoming more widely available in the

country and its states. Out of 275 people surveyed, 250 said they were actively utilizing FinTech,

which is a positive indicator. However, the number of FinTech users is still far below than that of
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mobile users. This FinTech ecosystem is dominated by young students. The elder group of

respondents regarded the FinTech portals to be a little difficult. It has also been found that

education has a significant impact in adoption. The adoption rate rises with each higher level of

educational competence. Postgraduates make up 58 % of those who use FinTech. As a result,

FinTech portals have been shown to be more easily adaptable to educated persons. Males, on the

other hand, are adopting FinTech at a faster rate than females. Fintech adoption was found to be

more adaptable among students. It has been noted that employing FinTech saves time when

conducting financial transactions. Fintech services enable to keep financial data and information

in digital form, which can be accessible at any time and from any location. FinTech is also

thought to be simple to utilise. Interactions with FinTech services are simple and straightforward.

It is also not thought to be difficult to learn new features and functions. The amount of

knowledge regarding various areas of FinTech was moderate. Efforts should be made to increase

public understanding of the various facets of FinTech. The government's, FinTech providers',

and other agencies' complaints management mechanisms must be more robust and satisfactory.

Even after taking steps to reduce the risk of fraudulent transactions, it was discovered that

respondents are terrified of them. Their biggest concern is that transactions regularly fail, and

that charges are occasionally levied on transactions that are never repaid. The poor performance

of FinTech websites and apps was discovered to be the most significant issue that respondents

confront when utilizing FinTech. Network troubles, bank servers, and infrastructure concerns are

all to blame for the poor performance. Slow performance and transaction failures are common,

which can deter people from using FinTech. Respondents also stated that sometimes transactions

are completed on their end, but the credit is not updated on the receiver's end owing to poor

network or other factors. The amount of information offered by the FinTech service provider was

also found to be insufficiently clear and informative.
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